




The Haydock Medical Centre is a subur-
ban GPs’ surgery located on the outskirts
of St Helens, 10 miles east of Liverpool.
The practice is situated in the old mining
village of Haydock and comes under con-
trol of the St Helen’s PCT. There are over
8,100 patients registered at the practice
which has 5 doctors plus 1 registrar,
employing 20 staff in total. The socio eco-
nomic profile of the patient base is mixed,
although there are some pockets of depri-
vation in the locality as it is an area of rel-
atively high unemployment. There are also
high levels of chronic illness amongst the
patient base: the practice has a particular-
ly high incidence of heart disease and res-
piratory disease - a legacy of the area’s
mining past.

In common with surgeries up and down
the country, patients at the Haydock
Medical Centre frequently experienced dif-
ficulties when trying to phone in to the
practice. All too often, patients would hear
the engaged signal and experience the
frustration of having to ring back several
times before getting through. This was a
recurring problem with their previous
phone system as it was simply unable to
cope with the volume of calls coming into
the surgery at peak times of day.

Consequently, the partners and staff at the
practice felt that something had to be done
to make it easier for patients to call the
surgery.

Although they were not actively looking for
a new switchboard, when NEG appro-
ached them, they quickly decided that it
was not a difficult decision to opt for
Surgery Line as the range of useful facili-
ties it offered would go a long way towards
solving their communication problems.
Janet Case, Practice Manager at the cen-
tre, explains that “Prior to the installation of
Surgery Line, patients were
constantly hearing the
engaged tone which was

obviously both annoying and time con-
suming for them. To make matters worse,
people would ring in early to get their test
results, thereby blocking the line for
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Haydock Medical Centre, St. Helens

Pam Moran, Receptionist
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St. Helens GPs decide to
make improved patient
access their priority



What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

patients who needed to make appoint-
ments or to speak to a doctor urgently.”
Both Janet and the partners felt that the
Surgery Line system had much to recom-
mend it. “We liked the range of features
that it was able to offer us such as the
automated call handling facility coupled
with the ability to give queue information.
The system also has an efficient one step
out of hours transfer system which we felt
would be helpful for our patients.”

Following its installation in September
2004, the Surgery Line has considerably
eased call congestion and the vast majority
of patients have been satisfied by the
improved service. “We are pleased with the
installation and the support that we have
received from NEG. The whole transfer
process has been quite painless and the
new system has more than lived up to our
expectations,” adds Janet. “Patients like
the option of choosing their call destination,
and the response to the system has been
mainly positive.”

But any form of change can meet with
resistance, and there have been a few
patients who have complained about the
change in the number. The amount of
complaints received has been minimal
however - only 24 complaints out of a
patient base of 8,150, representing less
than 0.3% of the total patients. Janet
believes that once patients become more
familiar with Surgery Line, they will appreci-
ate the benefits of speed and service that
the new system has to offer.

Five months on from its installation, the
staff at the Haydock Medical Centre are
convinced that Surgery Line has made a
substantial improvement to the service that
they are now able to offer to their patients.
The response from reception staff – usually
the first in line when it comes to dealing
with the public – has also particularly
enthusiastic. “The Surgery Line system is

far easier to use than our previous system,”
says one of the reception staff, Sheila
Mason. Receptionist, Pam Moran com-
ments, “Because the calls are separated
out by the time they reach us, we are able
to book appointments more quickly.” “It is
also great to have a direct line,” adds Jayne
Chadwick, Quality Manager. In fact, the
direct lines installed at the practice are
another reason that congestion on the
switchboard has been relieved.

Haydock Medical Centre’s top
five reasons for going ahead with
Surgery Line:
1. Ease of call routing
2. The facility for out of hours divert
3. Specified phones with direct dial feature
4. The panic button to protect staff
5. Direct lines for staff

Despite the inevitable small numbers who
have a resistance to change, Haydock
Medical Centre is pleased with their new
system and feel that it has many advan-
tages for all those involved with the practice
– staff and patients alike. “You may need
to be prepared for some scepticism from
your PCT,” concludes Janet Case, “but the
Surgery Line service is a good system and
it is worth arguing for. It has certainly been
beneficial to both our staff and our
patients. Other surgeries have contacted
me to ask about the system and I have
been happy to recommend it to them.”

Appointment display board in the reception area
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The Cathedral Medical Group is situat-
ed in the city of Chichester, under the
control of Western Sussex PCT. As well
as serving a bustling city population,
they also cover a rural area with an
approximate 8 mile radius. Their 46
staff, including 10 doctors, 2 health
visitors and 9 community nurses, have
a mixed patient base covering all socio
economic classes, although they do
cater for more elderly patients than
the national average. 

One of the reasons that the practice was
initially interested in Surgery Line was
because of the problems that patients
had identified when calling in to the sur-
gery. Too often patients said that they
were hearing the engaged tone and were
forced to make repeated calls in order to
get through.

“the inflow of calls is more
organised, resulting in a less

stressful atmosphere for my team”

With 95% of GP's phone lines engaged
at 9am in the morning, it is a common
complaint. For Cathedral, this problem
often cropped up during the regular sat-
isfaction surveys and Siri Knott, Executive

Manager, decided to investigate ways to
overcome this recurring problem.

"We recognised that we needed to do
something to cure the bottleneck of
calls - we knew that to address the
problem we needed to expand our
phone system to include additional
direct dial numbers for staff. We wanted
a queuing facility for patients and the
ability to direct patients through to the
right department. We also wanted staff 
to be able to log out from their station
and to receive voicemail. 
The cost of purchasing 
what we needed wasn't 

practical, so we were intrigued by the
solution that Surgery Line offered us.
After the initial meeting with NEG, we
had reservations. It was a big change for
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Catherdral Medical Centre, situated on Cawley Road

Reception Manager, Hilary Bailey
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Speedy access gains
praise at Cathedral
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

us: a long term commitment and a big
upheaval to change the number.
However, within a few of weeks we had
weighed up the pros and cons, and there
was little doubt that choosing Surgery
Line was the best way to serve the needs
of our patients and the practice with the
funding available," says Siri.

“Surgery Line has helped to
redistribute our incoming calls”

The Surgery Line system was installed in
June 2004. "We did have concerns about
how patients would react to the new
number, but in fact, eight months down
the line, we have had less than 10
queries out of our 12,000 patient base.

Most patients appreciate that it is now far
easier to call the surgery and they are
delighted that they can get through
straight away," says Siri. "Even at peak
times they are happier to queue for a few
minutes rather than re-dialling, only to
hear the engaged tone again.

Hilary Bailey, the Reception Manager,
comments "The reception team are
happy with the new system. With patients
placed in a queue, and a built in pause
between calls for recording messages etc,
the inflow of calls is more organised,
resulting in a less stressful atmosphere
for my team."

Despite worries that patients would
complain about the automated call
handling, in the case of Cathedral Medical
Centre, less than 0.067% had concerns
about the change. "Whenever anything
new is introduced, there will always be
people who are unhappy. However, with
all the benefits the system has brought,
I'm glad that this very small minority didn't
stop us from going ahead with a system
that has helped so many people" says
Karen Sallis, Assistant Practice Manager.

"Surgery Line has helped to redistribute
our incoming calls. Patients are encour-
aged to ring at less busy times if they find
they are at the end of a long queue, or if
they are ringing about something non-
urgent. With so many staff now having
their own direct number, receptionists
can concentrate on calls from patients.
We are happy with the system and have
found the support staff at NEG readily
available and helpful."

“We recognised that we needed 
to do something to cure the 

bottleneck of calls”

Cathedral Medical Centre's Top
five reasons for going ahead
with Surgery Line:

1. A more efficient system enabled us
to introduce telephone appointments

2. Patients being put in a queue and
not getting an engaged signal.

3. Individual voice mail.
4. Ability to expand the system.
5. Ability to analyse our telephone use.

Siri sums up by saying "We are very
pleased with the new system. It has ful-
filled most of the promises. Both patients
and staff have seen major improvements
and I'm happy to recommend it - and
regularly do - to other surgeries."

Chichester Cathedral
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Maesteg in South Wales, located 6
miles to the East of Port Talbot and 12
miles from Swansea, has a population
of over 19,000. Llynfi Surgery, which
comes under the control of Bridgend
Local Health Board, has a total of 25
staff including 5 doctors, and serves
around 40% of the town's population.

Before the Surgery Line system was
installed, the surgery didn't have any
particularly serious issues with patients
calling in to book appointments. "To
be honest, we were able to handle
most of our incoming calls efficiently -
most of the time," says Paul Canham,
Practice Manager, "but like many sur-
geries, we did have problems during
the morning peak.

"I have no hesitation in recom-
mending the system - it's a cost

effective way of getting your hands
on a first rate phone system."

Although we have 4 incoming lines,
before we had NEG's queuing system,
calls would come through to us, but they
would just ring out. To our patients, it
must have sounded like we couldn't be
bothered to answer our phones - when

in fact staff were already speaking to
other patients."

After meeting Julie Jerum from NEG in
late autumn 2004, the practice soon
saw the advantages that the Surgery
Line system could offer. By December
2004, it was already installed. "It was the
flexibility and manageability of the NEG
system that swung it for me. But the fact
that such an impressive range of fea-
tures could effectively be 'self funding'
certainly helped to speed up my deci-
sion. This was an innovative way of
funding a brand new tele-
phone system." says
Mr Canham. "I certainly

did my homework on NEG, and went
into the change-over with my eyes open
because I had a good knowledge of our
communication problems."
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Llynfi Surgery serves around 40% of the towns population

Linda Evans, Reception Manager
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Reports Prove Dramatic Fall
in Average Call Durations for
South Wales Surgery
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeurope.com or call

0800 096 86 26

When the system went live in the run up
to Christmas, there were a few initial
problems. "Nothing out of the ordinary,
just simple issues that required bedding
down. All the problems - and they were
all minor ones - were dealt with very
quickly. NEG worked hard with us to
ensure that the system was able to do
what we wanted it to do. In particular I
was very keen to analyse if - as NEG
claimed - call lengths were actually
reduced." Paul's independently pro-
duced reports show that call durations
have indeed decreased from an average
of 3 minutes 41 seconds pre installation
call in December 2004, to February's
average of just 87 seconds per call.
Using the 0844 number this actually
reduces the cost of the phone call from
an average of 12.9p to an average to
under 6p.

When anything new is introduced, there
is often adverse reaction from elements
of the community, and the Llynfi practice
was no exception. Whilst there is 'anec-
dotal' evidence of problems when some
patients called the surgery, after exten-
sive research, Paul and his team found
no widespread evidence of this problem
occurring. They have even taken to call-
ing patients as part of an extensive quali-
ty control exercise. Patients are asked
about their recent experience of calling
the surgery.

“NEG worked hard with us to ensure
that the system was able to do what

we wanted it to do”

Without exception they have replied that
their call has been answered quickly and
they have had no problems in getting
through to speak with someone. In fact,
the surgery use data from the system to
analyse call statistics independently and
don't rely on pre-written reports.

So, three months down the line, how
does Paul feel about the introduction of
Surgery Line? "I have been a little disap-
pointed by the reaction of some patients
because I know we have improved the
service we are able to offer them. I am
not, however, disappointed with either
the Surgery Line product, or NEG them-
selves. They have backed up the surgery
excellently." The response from person-
nel working at Llynfi has also been very
affirmative. Reception Manager, Linda
Evans comments "The staff are very posi-
tive, and have seen the real and on-going
benefits for themselves."

Llynfi Surgery's top 5 reasons for
choosing Surgery Line:

1. The equipment is 'top drawer'.
2. The support is excellent
3. Its use as a management tool.
4. Its connectivity potential to

other systems
5. The pricing structure

Let's leave the final comment to Paul: "I
don't have any hesitation in recommend-
ing the system, but a good project man-
agement plan as to how you want it (the
Surgery Line system) to work for you is
paramount. It's a cost effective way of
getting your hands on a first rate phone
system."

The Surgery's Secretary, Wendy
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St Luke’s Surgery in Guildford is located
close to the town centre and comes
under the control of Guildford and
Waverley PCT. Located on the River Wey,
and with good transport links including
rail, air and road, Guildford is within easy
commuting distance of London. The
county town of Surrey, it is a prosperous
locality with high employment. The bor-
ough has a population of over 129,000,
including a substantial proportion of stu-
dents who attend the nearby University of
Surrey. St Luke’s patient base is a mix of
social classes reflecting the relative afflu-
ence of the surrounding locality. 

“…this system gives the surgery a
chance to improve their telephone
system with a first class package”

The practice has a staff of 10 doctors
made up of 6 partners, 1 flexible career
GP, 1 retainer and 2 registrars, making a
total of 16 staff. They were one of the very
first surgeries in the country to install the
new Surgery Line package developed by
NEG in 2004.

The practice conducts regular patient sur-
veys as part of their commitment to patient
care. Prior to the installation of Surgery

Line, these surveys were regularly high-
lighting the difficulties that patients were
experiencing when trying to contact the
practice. This situation is a common prob-
lem amongst surgeries across the UK. At
St Luke’s, frequently engaged lines, partic-
ularly at peak call times, meant that
patients were often experiencing the frus-
tration and expense of redialling in order to
make an appointment or to speak with a
member of staff. As this was a recurring
issue, the practice felt it had to be tackled
and decided to take action. 

After meeting with George Neal 
from NEG, the partners took 
the decision to install a 

Surgery Line system in July 2004. “We
were particularly attracted by the fact that
the system could provide us with more
lines at no extra cost to the practice,”
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St. Luke's Surgery in Guildford.

The contemporary front reception area at St. Luke's.
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Guildford commuters
enjoy a smooth ride
with Surgery Line  
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

explains Sharon Rees, Practice Manager at
St Luke’s. “We did have some concerns
about changing our telephone number, but
patients have found that calls are answered
more quickly and that the cost of calls has
not proved to be any greater.”

Surgery Line has integrated smoothly into
the day-to-day running of the practice.
Staff have found that the new system has
made a significant difference in the way
that they are able to handle communica-
tion with patients. The up-to-date phone
system, in addition to the other equipment
that has been installed as part of the
Surgery Line package, has met an affir-
mative response. “The partners and staff
are pleased with the new system,” com-
ments Sharon, “we all feel very positive
about it.” Happily, staff at the practice
have found the system easy to use from
the very beginning.

The Reception staff are pleased by the
range of features that the system is able to
offer. “The facility to leave messages is
really useful,” comments Carmen Quarry,
Secretary. “I particularly like the fact that
the number comes up on the phone’s
screen so I can see who is calling before I
actually answer it,” adds Sarah Byrne,
Administration Assistant.

“The partners and staff are pleased
with the new system, we all feel

very positive about it”

The response from patients themselves has
also been generally positive. When a sys-
tem changes, some form of disagreement
is inevitable and there were a very small
number of complaints from patients about
the number change. This has been far out-
weighed however, by the numbers of com-
pliments that the surgery has received
since using the system as the patients have
quickly come to appreciate its benefits.
“We now find it much easier to get a line to

dial out,” explains Sharon, “calls are also
answered more quickly which has to be
good for our patients.”

St Luke’s top five reasons for going
ahead with Surgery Line:

1. The ease of use
2. Good quality equipment
3. The help desk is on call
4. The back up service is very good
5. The information on new products

is good

The test of any product or service is
whether those using it would recommend
its use to others. Nine months after installa-
tion, the staff at St Luke’s are so positive
about the system that they would be happy
to recommend it to other surgeries consid-
ering making the switch. Sharon Rees
explains further: “I would advise a surgery
to listen to what’s on offer as this system
gives the surgery a chance to improve their
telephone system with a first class pack-
age.” The practice also singles out a num-
ber of staff working for NEG for praise.
They are quick to acknowledge NEG’s
commitment to ensuring that the system
does all that it is supposed to. “The instal-
lation was well planned and did not disrupt
the surgery at all. We also had good train-
ing on site - we have found the service that
we have received to be very good through-
out,” concludes Sharon.

The modern St. Luke's estate near the surgery.
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Dr Patel’s practice is comprised of two
sites located approximately 5 miles apart.
The two surgeries are situated on the out-
skirts of the thriving city of Milton
Keynes, one in the small town of
Bletchley and the other in North Furzton.
Both practices have a diverse patient pro-
file reflecting their different locations, but
both come under the control of Milton
Keynes PCT. The Bletchley practice has
an older patient base with good family
networks as the area itself is more estab-
lished; there is also a higher proportion of
patients from the Bangladeshi 
community registered with this practice.

The Furzton site is located within a social-
ly mixed area with a combination of both
private housing and housing association
accommodation. The patient base also
tends to be younger with a high proportion
of single parent families and under 5s. 
The patients at this site tend to consult
more frequently and have a less substan-
tial family network nearby to offer support. 
Combined, the two surgeries incorporate
six doctors with sixteen staff in total.

Prior to the installation of the Surgery Line
system, the volume of calls coming into
both surgeries was very heavy and 

patients often experienced difficulties in
getting through to the surgery especially
at peak times of day. 

“The automated system works 
really well and the staff have 

found it easy to use.”

The previous phone system was old and
simply didn’t have the lines or facilities
needed to process calls quickly. “We felt
that we needed a more up to date system
which could improve our ability to handle
large numbers of calls more 
rapidly," explains Christine 
Zscherpel, Practice 

Manager for both the North Furzton and
Bletchley sites. The decision to install
Surgery Line was made by Christine, Mrs 
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The Bletchley Surgery is located beside a small, but busy shopping centre

Reception staff are better equipped to deal with
incoming calls

Bletchley & North Furzton, Milton Keynes / Case Study No. 21

Surgery Line helps Milton
Keynes practice control
flow of calls over two sites
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

Patel, Business Manager at the practice
and the partners after meeting with Chris
Berry from NEG. “We also had to run the
idea past Milton Keynes PCT for their
approval which took a few weeks,”
explains Christine: the system went live at
both sites by early December 2004.

There was some apprehension amongst
the staff - changing a telephone number
is a big adjustment for a surgery to com-
mit to, but the long term gains and the
state of the previous phone system made
the decision to go ahead a relatively
straightforward one. “We were unsure
about how our patients would react to a
change in the telephone number, but we
felt that the improvements that the system
could offer made the change worthwhile.”

“Our telephone lines are utilised
much more efficiently now, this

frees up reception time…”

Although some patients complained
about the number change, it was felt
that this was to be expected. “Patients
appreciate not having to wait or be put
on hold, although some have been influ-
enced by media reports about the cost
of calls.” However, with the new 0844
option charged at the same rate as BT’s
standard call rate, this is no longer an
issue as patients may well find them-
selves paying less due to more efficient
call handling and no need to redial. 

So, what benefits has the system
brought to the practice? Christine
explains how the staff at both sites feel
that using the system has made com-
munication with patients more fluid and
easier to handle. “Our telephone lines
are utilised much more efficiently now
and this frees up reception time. We like
the use of headsets and the system has
generally made call handling much
quicker. The automated system works

really well and the staff have found it
easy to use.”

Christine has also found that the support
from NEG has been reliable and of a
consistently high standard. The Surgery
Line system was installed quickly and
integrated easily into the day to day run-
ning of the practice, fulfilling the require-
ments that staff at the surgery had for
the system.

Dr Patel’s Surgery top five reasons
for going ahead with Surgery Line:

1. Better utilisation of lines
2. Excellent support from help desk
3. Use of automated messages means

that calls aren’t put on hold
4. Easy to use equipment
5. Clear out of hours message and auto-

mated change over at the start/end of
surgery

So what would Christine’s advice be to
another surgery that was considering
changing over to a Surgery Line system?
“I would say go ahead. The system has
brought us many benefits: it is simple to
use, we now have better control over call
handing and our automated out of hours
system works very well. It has fully lived
up to our expectations.”

Staff at the surgery feel that using the system has
made communication with patients more fluid and
easier to handle
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Dapdune House Surgery in Guildford is
situated on the edge of the town centre
and comes under the jurisdiction of
Guildford and Waverley PCT. The
Dapdune Surgery has 7 partners and is a
training practice with two registrars and
retainer doctors. With a total of 21 sup-
port staff, some of whom work part-time,
it is a busy practice often seeing over
200 patients per day.

The patient base is fairly prosperous,
reflecting the social profile of the town, and
includes a high proportion of students
from the nearby Guildford College. Of the
11,500 patients registered at the practice,
14% are over 65, with a relatively large
number of younger patients (46% under
35). The student population means that
the practice can be affected by seasonal
outbreaks of illness as large numbers of
students live in close proximity on campus.

“ ...the support and commitment from
NEG has been first class, they are a

very customer focused supplier”

Prior to the installation of the Surgery Line
system, the practice had experienced sig-
nificant difficulties with engaged lines mak-
ing it hard for patients to contact them,

particularly at peak times of day. After
meeting with George Neal of NEG, the
practice saw the opportunity to treble
capacity and upgrade to a modern system
to dramatically improve its ability to meet
patient demand. NEG were able to install
the system relatively quickly: within 4
weeks it was up and running, just in time
for Christmas 2004. 

“We did have some concerns about how
our patients would respond to the
change,” explains Paul Middleton, Practice
Manager at Dapdune. “We did, however,
feel it would be quickly 
accepted when, with the 
addition of three times as 

many lines, patients suddenly found a two
hour engaged tone a thing of the past. We
were getting a modern system for no capi-
tal outlay. This meant that we were provid-
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Dapdune House Surgery

Main Reception area at Dapdune

Dapdune House Surgery, Guildford / Case Study No. 22

Speedy access to GPs
saves patients time in
Guildford
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

ing a better service for patients, saving
them both time and money by doing away
with the need to redial. We also liked the
management system which enabled us to
measure the performance of the service,
our staff and the costs,” he continued.

As is often the case when change occurs,
there have been some minor teething prob-
lems when the system was first implement-
ed, but these were transitory and easily
solved. “The problems could have been
reduced through better pre-implementation
planning, but the support and commitment
from NEG has been first class, they are a
very customer focused supplier,” adds Paul.

Some of the benefits that Paul cites include
the voicemail services, the facility to route
calls directly to non-clinical areas via direct
dialling which removes traffic from recep-
tion, as well as the ability to obtain an out-
side line which was previously restricted
due to the size of the old system. The
Surgery Line package also enables staff to
monitor and evaluate their telephone sys-
tem by providing the necessary data. “Our
management information previously was
non- existent, but now we can see half
hour details of how well we respond to our
answering time targets, as well as average
call duration by extension if we so wish.”

“ ...patients suddenly found a
two hour engaged tone a thing

of the past.”

Paul explains one patient’s reaction to the
system as an example of how well it has
been received by the majority: “He had
been suffering from a serious illness and
thanked us for saving him so much time
as he needs to contact the surgery regular-
ly; he now saves up to half an hour each
time he contacts us as we are no longer
constantly engaged in peak periods.” The
Reception staff are also happy with the
new system and feel that the patients will

soon get used to the changes. The Patient
Services Manager, Alison Tickner, particu-
larly appreciates the voicemail, direct dial
facilities and group feature which enables
more staff to answer calls in peak periods
maintaining the 4 rings or 12 second
response targets.

Dapdune Surgery’s top five reasons
for going ahead with Surgery Line:

1. The quality of the equipment
2. The commitment and support of the

Surgery Line team
3. The ease of use
4. The value of the proposition
5. The capacity and flexibility of the system

Even though Surgery Line is still fairly new
to the practice, Paul obviously has a clear
vision of how the system can be used in
the future to further improve the services
that the practice is able to offer its patients.
“One of the factors that convinced me to
go ahead is the potential for the implemen-
tation of a digital system leading towards
VOIP (Voice Over IP) and the platform to
take advantage of future computer/ teleph-
ony integration. This system has been a
great leap forward in technology for our
practice at very little cost. It will form the
backbone of future technology enhance-
ments leading to greater productivity and
efficiency.”

The waiting area for patients is bright and airy
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The Lodge Surgery is located a few
miles south east of the centre of
Chippenham in North Wiltshire.
Chippenham itself is an historic 
market town with a population of over
40,000, situated midway between Bath
and Swindon. The practice, which
comes under the control of Kennet and
North Wiltshire PCT, serves a patient
base largely made up of residents from
the surrounding housing estate. 

With good transport links making the
area attractive to commuters, the estate
has expanded considerably over the past
twenty years. The surgery currently has a
total of 7,800 registered patients, many
of whom are relatively young, reflecting
the social mix of the local populace. 

“If any other surgery were
considering installing the system

with NEG I would tell them to 
go for it!”

The practice is an average size, employing
a total of twenty eight staff, including six
doctors. It also has a Natural Therapy
Centre attached to the surgery which
offers a variety of treatments including
acupuncture, homeopathy and 

reflexology. As the patient base around the
practice expanded, staff at The Lodge
Surgery were aware of the increasing
problems that patients were experiencing
when phoning in to the surgery. Callers
were finding it difficult to get through to
speak with a receptionist and were
repeatedly hearing the engaged tone. 

Whilst this is a common problem in
surgeries up and down the UK, the
partners at The Lodge felt that this 
situation couldn’t be allowed to continue
and decided to take action. 
Following a meeting with 
Paul Hounsell and 

Richard Chapman of NEG, the partners
took the decision to install a Surgery Line
system with the whole implementation
process completed by mid February 2005.

NETWORK EUROPE GROUP

The Lodge Surgery is close to the River Avon which runs through the middle of Chippenham

The Lodge Surgery, Chippenham
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The Lodge Surgery is
impressed by NEG’s levels of
customer care
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

So what convinced the practice that the
Surgery Line option was the one for
them? “We were particularly encouraged 
by the opportunity of improving our
phone system but without any financial
outlay from the practice,” comments
Lynn Smith, Assistant Manager at The
Lodge Surgery, “we were also attracted
by the fixed rental agreement.”

Now that the system is in place and fully
functioning, staff at the practice feel that
it has delivered what was promised. “We
are very happy with our new system,”
comments Lynn, “it has lived up to the
expectations that we had of it. We now
have a modern switchboard with eight
lines as opposed to four, which means
that the patients find it much easier to
get through to us. 

“It has been a pleasure to deal with
such a professional company who
genuinely seem to care about the

whole process.”

They have commented that the recording
sounds very professional and also like
the emergency button option which
enables a patient in urgent need to take
priority when calling in to the surgery.”

Since its installation, the Reception staff
at the practice have noticed how much
simpler it is to manage day to day
communication with patients, which in
turn underpins the smooth running of
the whole practice. “The Reception staff
are very happy with the system and the
new equipment and they find it easy to
operate,” adds Lynn.

She also singles out NEG’s approach to
customer care for specific praise. “It has
been a pleasure to deal with such a
professional company who genuinely
seem to care about the whole process. 

The staff at NEG went out of their way to
support us throughout the transition and
kept us fully informed of any changes as
they happened. They were eager to
ensure that we were happy with the
process throughout. It is a major
upheaval for a surgery to change its
number, but NEG ensured that the
changeover was handled as smoothly as
possible,” explains Lynn.

The Lodge Surgery’s top five
reasons for going ahead with
Surgery Line:

1. No financial outlay
2. Attractive fixed rental agreement
3. Modern system installed
4. Helpful support team
5. Easy to use equipment

Whilst a few patients have inevitably
grumbled about the number change, the
system has brought many benefits for
both staff and patients. “Calls are more
streamlined now which makes call
handling much easier,” comments Lynn.
“If any other surgery were considering
installing the system with NEG, I would
tell them to go for it!”

Lynn Smith, Assistant Manager (left) and Chantal
Collins, Practice Manager (right)
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The Bath Street Medical Practice is
situated in the West Midlands town of
Sedgley, on the northern fringes of
Dudley Metropolitan Borough. The
town saw a rapid period of growth in
the 1950s and 60s with several large
housing estates built during this time.
Sedgley has a population of over
11,000 residents and the surgery itself
has approximately 3,200 patients on
its register.

In 2004, the practice decided that they
had to look at ways of solving the recurring
problems that they were experiencing with
their phone system, which was unable to
cope with the volume of calls received at
peak times. Patients would often complain
that they had to spend all morning on the
phones before they could get through and
speak to anyone. 

“The support from the customer
services department has been

fabulous”

“We had a complete bottle neck of calls,”
explains Practice Manager, Jean Taylor.
“This meant that patients spent a lot of
time trying to contact us, which
understandably led to some frustration.” 

Disappointed in the service that they were
receiving from their previous phone
supplier, the partners opted to meet with
NEG. The practice decided that Surgery
Line offered a wide range of options and a
comprehensive service and elected to sign
up for the system.  

“In the 12 months since installation we
have seen a dramatic improvement in the
way in which we are able to handle calls.
For example, it has stopped people calling
for repeat prescriptions at peak times.
This alone has eased the 
congestion,” comments 
Jean. “Staff really like 

having direct dial numbers as it makes it
easier for people to call us direct, and
again it relieves the pressure on the
switchboard.  This makes it quicker and
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Sedgley High Street – the town itself is a busy suburban area

Bath Street Practice in the West Midlands town of Sedgley
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West Midlands practice finds that
Surgery Line eases call congestion
and helps with time management
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

cheaper for the caller, and eases the level
of congestion for the staff. Surgery Line
has really helped us to manage our staff
time more effectively.”

The Bath Street Practice has selected a
number of options from the range
available, including call queuing,
headsets for Reception staff and a tannoy
system for patient appointments. “The
staff on Reception love their headsets,
and the doctors can now call the patients
in via phone by using the tannoy system.
This has proved popular with both staff
and patients,” says Jean. Despite the
changes that the introduction of the new
technology has brought, personnel at the
surgery have quickly mastered using the
system “We have found Surgery Line so
easy to use as everything is already set
up for the appropriate time of day,
requiring minimal input from us. We don’t
have to worry about changing the system
over to the night service, or making
alterations at holiday times as this all
takes place automatically.”

“We have seen a dramatic
improvement in the way in which

we are able to handle calls”

The practice is also full of praise for the
NEG support service, some of which has
been remote and some of which has
taken place on site as needed. “The
support from the customer services
department has been fabulous,” says
Jean. “They have responded quickly
when we have needed them, and the
personnel are always friendly and
helpful.” There are still some areas in
which additional training is required, such
as using the call recording facility, but
generally the staff feel that they have
mastered the options available to them.”

But how do the patients feel about the
change? Implementing a new system can

cause confusion and concern no matter
how smoothly things are handled.
Fortunately, the response from patients has
been overwhelmingly positive. Time and
time again patients have commented on
the advantages of the service, saying that it
is easier and quicker to get though to us,”
explains Jean. “The out of hours service
has also been praised for the improve-
ments that our patients have noticed.”

The Bath Street Medical
Practice’s top five reasons for
going ahead with Surgery Line

1. The ability to handle calls directly via
DDIs (direct lines)

2. The range of features available with
the Surgery Line package

3. The easing of call congestion
4. The quality of support from NEG
5. The extra time made available for

staff to attend to patient care 

The ultimate test of any product is whether
the user would recommend it to others.
Jean comments “I can only go by our
experience, but in my view, the staff have
found it makes their lives easier and the
patients find it’s easier to get hold of staff
when they need to. If patient care and staff
welfare are important to your surgery, don’t
even think twice.”

NEG staff have delivered “fabulous support” to the surgery
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Binfield Surgery in the south east of
England is located a few miles north
east of Bracknell, and comes under the
control of Bracknell Forest PCT. The 
surrounding local area is rural in nature
and enjoys a relatively high rate of
employment and a low crime rate. At
present, the practice employs 29 staff
including 4 doctors, with a patient base
that is largely affluent and middle class
in its social profile.

The surgery decided to go ahead with the
installation of Surgery Line as it was 
continually experiencing severe difficulties
with patients getting engaged lines when
trying to ring in to make appointments or
contact staff. “Our old system was out of
date and simply couldn’t cope with the
demands placed upon it, the problems
were horrendous,” explains Roland
Cundy, Business Manager at Binfield.

“We have had a lot of compliments
about the system…”

This predicament of engaged tones at
peak times is one that is experienced by
surgeries nationwide, but the Binfield prac-
tice decided that it was time to do some-
thing about it. Having met with Chris 

Berry from NEG, the decision to proceed
was made within just four weeks, and the
Surgery Line system was installed in
January 2005. “We decided to opt for the
system because of all the features that it
could offer us - such as the availability of
management statistics, ability to record
calls, the automatic switch over at night,
the out of house number, the panic button
and so on - it was the whole package of
options really, plus the cost,” explains
Roland. “We were a little concerned by 
the stories in the media about 0870 
numbers. However, with the implementa-
tion of the new 0844 lo-call 
number this is no longer 
an issue for us.”

In the months since its installation, the
new system has already had a consider-
able impact upon the flow of calls coming
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Binfield Surgery near Bracknell

Roland Cundy, Business Manager and Jenny Willatts,
Reception Manager

Binfield Surgery, Bracknell / Case Study No. 25

Binfield’s Surgery Line system
helps them “move from the
stone age into the space age”
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

into the surgery, particularly at peak call
times. In addition to this, the staff at
Binfield have responded very positively
to the system and feel that it has made
it much easier for patients to contact
them. Jenny Willatts, Reception
Manager at the surgery, explains how
using the system has improved the serv-
ice that they are able to offer their
patients. “We are now able to deal with
our peak calls within the first hour of
opening more efficiently and profession-
ally,” she says, a feeling supported by
the whole reception team. Roland
Cundy adds, “It’s great to have a very
modern system that caters for all our
needs - and at the same time gives far
better access for our patients.”

So what about the patients? Change is
often met with suspicion and resent-
ment, so how have they reacted to these
changes? Whilst there have inevitably
been some complaints, this represents a
small minority of the patient base and
the majority seem to appreciate the
improvements that Surgery Line has
brought about. “We have had a lot of
compliments about the system, although
a few of our elderly patients have found
it difficult to adapt to,” says Roland, “we
are also able to use the statistics that we
can pull off the system to show how we
are doing.”

“It’s great to have a very modern
system that caters for all our needs

and at the same time gives far
better access for our patients.”

The ability to use the Surgery Line sys-
tem to analyse data and evaluate per-
formance has been an attractive feature
for surgeries. PCTs are now insisting on
data to measure the reception of incom-
ing calls - the Surgery Line systems are
equipped to deal with this. “Although
we have no data from the old system to

compare our improvements, we are now
able to measure the effectiveness of our
system and use this information to give
the patients better access to the sur-
gery,” explains Roland. “I have already
recommended the system to other sur-
geries and will be showing it to them in
the near future.”

Binfield Surgery’s top five reasons
for going ahead with Surgery Line:

1. The ability to get through to the 
person that you want

2. The facility for grouping phones
3. The cost
4. The automatic switch system
5. The ability to record calls

The practice is delighted with the
improved service that it is now able to
offer its patients and feels that the
switch to Surgery Line has more than
paid off. “The new phone system and
telephones have more than lived up to
our expectations, as has the support
from NEG,” concludes Roland. “Our
patients now have a much better access
to the surgery - it feels as if we have
gone from the stone age to the space
age!”

Chris Berry from NEG was “impressed by the staffs’ 
commitment to patient care”

Case Study No. 25
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The Village Surgery is a small local 
practice situated in the old mining 
village of Llanbradach; a rural area of
striking natural beauty a few miles
north of Caerphilly. The surgery has a
patient base of just less than 3000
which accounts for the majority of the
local populace. Coming under the 
control of Caerphilly Local Health
Board, the practice has 3 GP’s at 
present and 1 practice nurse, 1 
phlebotomist and 7 receptionists.

Despite being a fairly small practice, the
Village Surgery found that its patients
were experiencing difficulties when try-
ing to contact the surgery. Lines were
often engaged - this was a particular
problem at peak times of day such as
the morning rush between the hours of
8.30 and 10.30am. 

“We were also particularly attracted
by the out of hours option which
enables patients to automatically

transfer to the out of hours service.”

In order to improve this aspect of
patient care, Alison Soos, Practice
Manager and Dr Mathur of the Village 
Surgery, decided to investigate 

alternative options that could help to
ease this problem. They met with Julie
Jerrum of NEG to discuss how the
Surgery Line system could solve their
communication problems.

The decision was made fairly quickly –
within a month of the initial meeting, the
go ahead was given. “Having met with
Julie the second time, we were 
convinced to go ahead,” explains Alison
Soos. “She explained everything so
clearly that we could understand how
the system could help us. 
We were also particularly 
attracted by the out of

hours option which enables patients to
automatically transfer to the out of
hours service.”

NETWORK EUROPE GROUP

The surgery is situated just few miles north of Caerphilly Castle

Alison Soos, Practice Manager

The Village Surgery, Llanbradach / Case Study No. 26

The Village Surgery uses
Surgery Line to put patient
care first.
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

Things moved on rapidly from there and
the installation of the system took place
in December of 2004. Apart from a few
initial teething problems, the system has
bedded in well and is being used effec-
tively by staff and patients to improve
communication. “We now have two
phone lines which makes it easier for
patients phoning into the surgery,
“explains Alison. “ We were initially 
concerned about the queuing facility,
but have actually found that it helps 
the patients to know where they are in
the system. 

This also means that they should rarely
hear the engaged tone, if at all.” Whilst
there was some initial concern from
patients over the number change, the
surgery’s transition to the low call 0844
option means that patients pay about
the same or even less for calling the sur-
gery. Patients are getting used to the
new way of contacting the surgery and
seem happy with the innovative system.

“We have been impressed by the
company’s obvious commitment to

customer service.”

Alison singles out the support that the
surgery has received from NEG person-
nel and their customer services depart-
ment for particular praise. “The staff at
NEG are always pleasant to deal with
and very helpful. We have been
impressed by the company’s obvious
commitment to customer service. They
are very helpful and approachable –
keep up the good work.”

So now that the system is up and run-
ning efficiently, how does the practice
see it developing? “I feel that the system
has the potential to be used more effec-
tively.” Having lived with Surgery Line
for several months, the staff can see a
number of new ways in which it can

benefit them, and they are keen to learn
more about ways in which it can help
them to improve efficiency. One area
yet to be explored is the reporting option
which provides detailed statistics of how
long patients have been waiting and how
many calls are received at different
times of day – in fact it offers a complete
package of reporting for Practice
Managers to use as much or as little as
they want. 

The Village Surgery’s top 5 reasons
for going ahead with Surgery Line

1. The facility for the Practice Manager to
have their own voicemail

2. The automatic transfer to the out of
hours service

3. The choice of options for the patients
4. The option of having either one or two

reception phones on
5. The quality of customer care

The Reception staff have found the
Surgery Line system easy to use and are
happy with it, as are the patients. So
what advice would Alison give to other
surgeries considering opting for a
Surgery Line system? “I would advise
them to go for it.” Her message to NEG
is equally simple: “just carry on with the
great customer service that you provide.”

The Village Surgery in Llanbradach

Case Study No. 26
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Ryde is popular tourist town situated on
the north east coast of the Isle of Wight.
The town and surrounding area has a
population of over 26, 000 – a figure
that can almost double during the peak
summer months. The Esplanade Surgery,
one of four in the immediate locality, has
just short of 10,000 registered patients
cared for by 7 doctors and 15 other staff.  

Popular as a retirement location as well as
a holiday destination, the population of
Ryde has a higher proportion of elderly
residents than the national average. As a
result, the practice has a higher than usual
number of chronic diseases to treat.

The Esplanade Surgery conducts annual
patient surveys as part of their general
good practice and commitment to patient
care.  When the results of these surveys
were analysed last year, the issue of
engaged phone lines emerged as an ongo-
ing problem that was causing patients
frustration and distress.  Operating a same
day appointment system meant that
patients were often struggling to get
through during the morning rush. “Our
phone lines were engaged for much of the
time between 8.30 and 10am and we
were already aware of this problem 

due to the feedback from our patients,”
explains Judy Keith, Practice Manager at
The Esplanade Surgery. “When Chris
Berry from NEG explained how the
Surgery Line system could help us ease
the situation, we were very keen to listen.” 

The surgery was aware that, as their
phone communications had been criti-
cised in their most recent patient ques-
tionnaire, under NHS guidelines, they
could receive additional points if they
acted quickly to resolve the problem.
Following on from their 
meeting with Chris, the 
partners decided to go 

ahead with the system and by the end of
January 2005, within 2 months of making
the decision, Surgery Line System was
installed. 

NETWORK EUROPE GROUP

The town of Ryde on the Isle of Wight is a popular tourist destination in the summer months

The Esplanade Surgery in Ryde, Isle of Wight

The Esplanade Surgery, Ryde / Case Study No. 27

Staff safety and improved
patient access prove critical
factors to Isle of Wight Surgery.
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

In addition to helping address the issues of
communication highlighted by the patient
questionnaires, Judy was also impressed by
a number of the Surgery Line features.
Sadly, staff security has become an issue
for GP practices nationwide and the
Esplanade is no exception. The panic alarm
function has been particularly welcome and
has played an important part in improving
the safety of personnel. The call recording
option has also helped to reduce the num-
ber of abusive calls that staff have to suffer.
NEG claim that simply by announcing that
the call is being recorded, most of the abu-
sive calls cease – a theory which has cer-
tainly been borne out by the experiences of
staff at The Esplanade Surgery.

Initially, after the system was first installed,
there were a number of minor teething
problems. “One thing I would say to any-
body considering installing Surgery Line is
to think carefully about the number of
options you give callers. Our initial selection
went on for too long and our patients, many
of whom are elderly, didn’t like this.” With
the help of Steve Smith and the Customer
Support Team, this and a number of addi-
tional small problems were swiftly dealt with.
“The NEG support team were marvellous.
They helped with every little problem and
never made us feel guilty about calling
them up,” adds Judy.

Another issue that the practice had to con-
sider during the settling in period was the
level of staffing required to manage the
queuing facility if it was to actually enhance
the service offered to callers. “It’s all very
well having calls come through, but patients
will just stay stuck in a queue unless we
have the staff available to process the calls
efficiently,” Judy explains. Fortunately the
reporting functions that come as standard
with Surgery Line can show if patients are
queuing for too long; this facilitates the
modification of staffing allocations to the
optimum level.

As the improvements to the service become
increasingly apparent, more and more
patients are now saying that the system is a
change for the better. “One patient called
us up last week to say ‘welcome to the 21st
century!’” comments Judy. She is confident
that the positive response from patients will
continue to increase as they become more

familiar with the new system. “I anticipate
that the longer the equipment is in use, the
more its advantages will be appreciated by
both staff and patients.”

The Esplanade’s Top 5 Reasons
for choosing Surgery Line
1. Improved staff safety
2. Less verbal abuse from patients
3. A partially self funded system
4. Gaining additional points for acting on

patient survey results
5. Eliminating engaged tones.

So how would Judy advise a surgery that
was considering switching to Surgery Line?
“Don’t give callers too many options, keep
things simple. Don’t be afraid to ask the
NEG support team for help – they are very
knowledgeable and friendly. Surgery Line
will provide you with a first class phone sys-
tem that will enhance the safety of your staff
and improve the communications between
you and your patients.”

“The NEG support team were marvellous”

Case Study No. 27
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The Surgery at Lillie Road in Fulham is
located on a busy main road within a
bustling urban area of south west
London. Located close to Earl’s Court
Exhibition Centre, The Surgery serves a
wide ranging socio-economic group,
including a substantial proportion of
middle class patients, mixed with some
pockets of deprivation. The Surgery,
which includes 9 doctors and 11
additional staff, comes under the control
of Hammersmith and Fulham PCT.

Having experienced continual problems
for some time with engaged lines when
patients attempted to phone in to the
practice, the partners and Practice
Manger decided that a solution had to
be found. A meeting was set up with
Kerry Rich from NEG to discuss how the
system could help, and two months
later, in May 2004, the Surgery Line
system was installed. 

“It saves us time and the staff 
are happier - we haven’t looked

back since.”

“We felt that the Surgery Line system
was user friendly for staff and would
help us to provide a better service for 

our patients,” explains Pauline
Patterson, Practice Manager at The
Surgery. “We could never really use our
old system efficiently before as it was
just too complicated and overly
technical, but we found it easy to make
changes using the Surgery Line
system.” The practice have found many
of the system’s features useful,
including the queuing facility which
informs patients of their position in the
queue, as well as the option 
of routing calls directly to 
members of staff or 
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Lillie Road Surgery is almost in the shadow of the Earls Court exhibition centre

More that 8 thousand patients are registered with Lillie 
Road Surgery

The Lillie Road Surgery, Fulham / Case Study No. 28

1 year on and this Fulham
Surgery still can’t find a catch to
their Surgery Line system  
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

departments. This enables callers to
bypass Reception, thereby freeing up
time for the staff to deal with other
patient issues. Whilst Pauline initially
had some doubts about using a non
geographic number, since the switch to
0844, there have been no problems.

Pauline also reports that the majority of
patients are more than happy with the
new system. “I had reservations about
the number change, but we actually
received very few complaints. We used
to have the occasional patient who was
concerned about the call charges, but
we produced an information sheet
explaining the costs and reasons for
implementing the system. Since we have
been using the system, our patients no
longer complain about being unable to
get through, or being cut off – it just isn’t
an issue any more.”

The Reception staff are also very
pleased with the Surgery Line system
and particularly appreciate how easy it is
to use. “All our staff really like the
system,” comments Pauline, “we have
had a lot of temps recently and they
have all picked up the system within an
hour of using the phones. It saves us
time and the staff are happier - we
haven’t looked back since.”

“After a year of using the system,
we are as happy with it as when it

was first installed.”

Pauline is obviously very satisfied with
the system, but have there been any
problems since its introduction over a
year ago? “NEG have been great, they
sort out any problems quickly. My only
concern was that I wasn’t aware that
changes to the system after 6 months
were charged for.

But even if I had been aware of this, I
would still have opted to install the
system because of all the advantages
that it has given the practice.”

The Surgery’s top five reasons for
going ahead with Surgery Line:

1. Its ease of use
2. The option of informing patients of

their place in the queue
3. The automated system
4. The help from the support desk
5. The fact that the system is hands free

“I would advise any practice considering
installing Surgery Line to go for it,”
explains Pauline, “after a year of using
the system, we are as happy with it now
as when it was first installed. Initially,
when I was shown the system, I wanted
to know what the catch was. 

I was told that there wasn’t one and to
be honest I was sceptical – but so far I
still haven’t found it. We definitely feel
that we made the right decision when
we switched to Surgery Line.”

“NEG support staff have been great, they sort out any
problems quickly”

Case Study No. 28
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Manor Drive Surgery, part of Kingston
PCT, is located in Worcester Park in
Surrey, a fairly affluent and popular
suburban area a few miles south east
of Kingston upon Thames. The locality
is served by frequent trains into
Waterloo in central London, whilst the
M25 is close by. These efficient
transport links make it a popular
location for people wishing to
commute into the city.

The Manor Drive Surgery was originally
founded in the 1920s, relocating to its
present premises in the early 1970s. In
1998, the practice divided into two
separate two doctor surgeries, serving a
total of 6,400 patients. 

“…we have also found the customer
services department to be very

obliging and supportive”

The practice runs a range of clinics,
varying from well woman clinics to travel
clinics, and prides itself upon being a
forward thinking surgery ready to use the
technology available to improve its service
to patients. As the surgery was continually
experiencing problems with frequently 
engaged lines, particularly during the 

early morning bottleneck, they decided to
look at how this issue could be resolved. 

The Senior Partner, Dr Brady, met with
Colin Betteridge of NEG to discuss how
NEG’s Surgery Line system could help
with this problem. “We badly needed a
new telephone system and were
impressed with the multi functions and
and scope of the NEG system,” explains 
Christine Blandford, Practice Manager at
Manor Drive. “We felt that it was an
effective way to improve our system.”
Manor Drive decided to join 
surgeries across the UK in 
implementing NEG’s 

Surgery Line system. At the time of
going to print, over 500 surgeries have
now opted to use Surgery Line to improve
the handling of calls from patients.

NETWORK EUROPE GROUP

Manor Drive Surgery in Surrey

Christine Blandford, Practice Manager

Manor Drive Surgery, Worcester Park / Case Study No. 29

“Happy with Surgery Line,”
says Manor Drive Surgery 
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

NEG describe the process as
‘revolutionary’ partly because of the way
that funding via lo-call rate numbers
keeps call costs low from patients, yet
helps to fund the system for GP’s. The
system is also unique because it is built
to the exact specification of the surgery.

The surgery decided to go ahead and
the system was installed in April 2004.
Despite a few minor teething problems,
staff at the practice feel that the system
has lived up to the high expectations
that they had of it.

“All the staff are very happy
with the system”

“Our patients now find it much easier to
access the surgery, and the Reception
staff find it much more straightforward
to handle the volume of calls coming
into the practice,” adds Christine. “Our
only reservation is that callers
occasionally lose their connection and
drop out of the queue, but this problem
has been addressed by the technicians
and has greatly improved.” 

Happily, the reaction from patients has
in the main been positive, despite the
issue of changing the number which is a
major undertaking for any surgery, and
many patients have complimented the
surgery on their use of the system.

“It is an efficient system with lots
of attractive features”

The Reception staff also enjoy using the
Surgery Line system: they find the
headsets easy to work with and
appreciate how the system has
alleviated the previous problems with
engaged lines and call handling. “All the
staff are very happy with the system,”
comments Christine. 

In addition, Christine has also been
pleased by the level of support offered by
the NEG helpdesk and personnel. “The
installation went smoothly with a very good
level of help and support.

Since installation, we have also found
the customer services department to be
very obliging and supportive.”

Manor Drive Surgery’s top five
reasons for going ahead with
Surgery Line

1. Easier patient access
2. Automatic message switching
3. The use of headphones
4. The ability to instantly record 

abusive calls
5. The audit facility for system and 

user performance

Fifteen months on from its installation,
Christine summarises her experiences of
using NEG’s Surgery Line system in very
positive terms. “It is an efficient system
with lots of attractive features which has
made it much easier for patients to contact
us. The quality of support is also of a very
high standard. If any other surgery was
considering installing the system, I could
see no reason why not to go ahead.”

“The staff are very happy with the system”

Case Study No. 29
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Cottingham Medical Centre is situated
in the pleasant village of Cottingham,
reputed to be England’s largest village,
a few miles north west of the bustling
city of Kingston upon Hull. 

The practice serves a semi rural
community: as the village is a popular
place to retire, the surgery has 20%
higher than the national average of its
patient base over the age of 65.
Coming under control of East Yorkshire
PCT, Cottingham Medical Centre is
comprised of 5 partners, 1 salaried GP
and 16 additional staff, including
nursing professionals and
administration personnel.  

“The Surgery Line system is so
much more reliable than our

previous system”

The practice felt that its previous
telephone system was outdated and
simply unable to cope with the volume of
calls which came into the surgery;
consequently, patients were phoning in
only to hear the engaged tone.

It also proved difficult to obtain
replacement parts for the system: due to 

its age, the only spares available were
reconditioned and prone to unreliability. 

The Partners and Cottingham’s Practice
Manager Brian Harrison felt that this
situation couldn’t continue and decided to
investigate the alternatives offered by
various telecoms companies. 

Following on from the short listing process,
a meeting was arranged with NEG and the
decision was taken to proceed with the
Surgery Line system. “We felt that their
digital system had the potential 
to be extended to keep 
abreast with technological 

advances- our research suggested that it
was the best system,” comments Brian
“We also liked its capabilities such as the
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Cottingham Medical Centre is in 'Britain's largest village' just a few miles from Kingston-upon-Hull

Reception staff such as Barbara Rogers, finds that
Surgery Lines makes them more effective.

Cottingham Medical Centre, Kingston upon Hull / Case Study No. 30

Cottingham Medical Centre
impressed by Surgery Line
technology
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

call recording facility - plus the fact that we
were receiving a modern system for a
relatively small financial outlay.”

The system was installed in July 2004
and the practice has been more than
happy with its performance ever since,
finding it easy to operate and effective in
handling the call traffic coming into the
surgery. “The Surgery Line system is so
much more reliable than our previous
system and has significantly reduced the
number of ‘dropped’ calls, “explains
Brian. “It just sits there and does the job
- we don’t need to intervene - it even
knows when the bank holidays are and
plays the appropriate message without
any involvement from us.”

“The support team is also excellent:
every member of personnel appears

to be knowledgeable”

The Reception staff- often those in the
front line when it comes to dealing with
patients who are frustrated by
communication problems, are similarly
impressed with the system. “It is much
more dependable,” comments Carol
Buckton, the Senior Receptionist, and
her colleague Barbara Rogers, adds that
she feels “that calls are now handled
much more efficiently.” 

“It just sits there and does the job
- we don’t need to intervene”

Despite the fact that a number change is
a considerable undertaking for any
organisation, the patients at Cottingham
also appear to have quickly come to
appreciate the benefits of using the
system. “We conducted a survey recently
to gauge the patients’ reaction to our
system and were pleased to see that over
60% of those who responded rated the
system as good to excellent,” comments

Brian. “They also feel that the Surgery
Line system is more reliable and that it is
now easier to make appointments and
speak with the relevant member of staff.”

Cottingham Medical Centre’s top
five reasons for going ahead with
Surgery Line

1. The digital technology
2. The fact that the system is expandable
3. The ability to keep pace with

technological advances
4. The good back up service from friendly

and knowledgeable staff
5. The facility to have a cost neutral

telephone system

Brian is quick to single out the NEG staff
for praise. “To any surgery considering
using Surgery Line I would point out how
little intervention the system requires to
do its job efficiently. The support team is
also excellent: every member of
personnel appears to be knowledgeable
and fixes any problems almost
immediately. The customer service team
are also very reliable and supportive.
The input from the company, and the
system itself, has fully lived up to our
expectations.”

NEG support staff are praised for their 'excellent' work
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Horsman’s Place Surgery in Dartford is
located at the centre of this busy
town. Situated very close to the M25,
and with good road and rail links into
London, Dartford is a popular
commuter town a few miles south east
of the capital. The town itself dates
back to roman times and has a rich
industrial heritage, notably in the area
of paper making and cement
production. Like many towns in the
area, it is densely occupied, with a
population of over 85,000.

“The phone units are of a high
quality and the back up and support

from NEG has also been good”

The surgery, which comes under the
control of Dartford PCT, has a total of
11,000 patients registered from a mixed
variety of backgrounds and socio-
economic groups. Like many GPs’
practices across the country, Horsman’s
Place Surgery found that its previous
phone system was unable to cope
efficiently and consistently with the
volume of calls coming into the practice,
particularly at peak times of day when
patients were trying to book emergency
appointments or obtain test results.

Patients complained of finding it difficult
to speak with a member of staff and
often called up only to hear the 
engaged tone.

The Practice Manager Tony Mulville met
with Richard Chapman of NEG to
discuss how Surgery Line could help to
solve the difficulties that they were
experiencing with their communications;
he then went on to recommend the
system to the partners. “Our previous
phone system was poor and we really
needed to update it,” 
explains Tony. “We were 
unsure about how the 

patients would react to the new system,
but were convinced by the efficient
handsets, the call logging facility and 
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Horsman's Place surgery is situated a stones throw from the busy Dartford tunnel section of the M25

11,000 patients are registered at the Horsman's 
Place surgery

Horsman’s Place Surgery, Dartford / Case Study No. 31

Horsman’s Place Surgery
finds Surgery Line offers
great value for money
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

the price benefits of getting an up to
date system for a significantly reduced
cost.” The system was sanctioned by
the partners and was installed in 
April 2004.

“The system has so many features
to recommend it”

Inevitably there were some issues as the
system bedded in – changing a phone
number is obviously a major
commitment for a surgery. Tony explains
further: “Our experiences of working with
NEG and the Surgery Line system have
been good. It wasn’t the company’s fault,
but we did have some initial problems
with patients’ complaints which were
time consuming to deal with.

When the system was first installed, the
event was a little clouded by the issue of
non geographic numbers which was
picked up by the national press. This led
to some disquiet from the patients who
had the false impression that the
doctors were profiting from the system.
However, since the implementation of
the 0844 lo-cost number, this situation
has eased.”

“We particularly like the facility
for leaving voice mail messages
as well as the overall standard

of the equipment”

One of the features of the system,
sometimes under used by surgery staff,
is the facility for running reports to
evaluate call times, call handling
efficiency and costs.

Tony has analysed the cost savings to the
practice and has also canvassed staff on
their opinions of the system. “Our Head
Receptionist, Denise Barnett, is very

happy with the system – despite some
initial misgivings and our patients have
really come to appreciate the extra
flexibility that it offers.”

Horsman’s Place Surgery’s top
five reasons for going ahead with
Surgery Line:

1. The quality of the customer support
2. The high quality units
3. The reduced costs
4. The flexibility offered by the system
5. The ability to record calls

Eighteen months on, the surgery
remains pleased with their Surgery Line
system. “The phone units are of a high
quality and the back up and support
from NEG has also been good,”
comments Tony. 

“We particularly like the facility for
leaving voice mail messages as well as
the overall standard of the equipment –
our phone bill audits are also more
comprehensive now. The system has
lived up to our expectations and has
much to recommend it – not least the
option of a high quality system at a
reduced cost.” 

Telephone support and backup is available from NEG staff
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Amersham is a thriving town, situated
27 miles north west of London amongst
the Chiltern Hills. The metropolitan
underground line runs from the town and
there are good road and rail links into
London, making it popular choice for
commuters. The Amersham Medical
Centre is a large, busy practice with over
11,000 patients on its register, located
centrally within the town. The surgery
runs clinics on a variety of medical
issues, ranging from hypertension to
family planning, and also produces a
quarterly newsletter to complement its
own website which keeps patients fully
informed about events, improvements
and changes at the practice.

“The Surgery Line system is a very
good phone system that is working

well at our practice”

The Medical Centre, which comes under
the control of Chiltern and South Bucks
PCT, employs 6 doctors and 29 staff in
total. Its patient base is mixed, but is
generally fairly affluent as employment is
high within the area. As a sizeable and
busy surgery, patients often complained
of congested lines when trying to contact
the surgery by phone. In order to resolve

the issue of engaged lines and an out of
date phone system, the GPs and
Practice Manager met with Chris Berry
of NEG in autumn 2004.  Less than 3
weeks later they had come to a decision
to install the Surgery Line system.

“Our previous system was old and
increasingly unreliable,” explains Joyce
Hayes, Practice Manager at Amersham.
“We did have some reservations about
the system:  we were concerned about
the reaction from patients, the ongoing
cost and the time 
commitment that we would 
have to make to a 

company that we hadn’t previously
heard of. However, we decided to go
ahead as we were attracted by the high
quality of the system and were assured 
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Amersham Medical Centre is situated in the same building as the local Primary Care Trust

Staff find NEG's headsets useful for taking and making calls

The Amersham Medical Centre, Amersham / Case Study No. 32

Amersham Medical Centre
finds switch to Surgery Line
worthwhile 
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

that call revenue should cover most of
these costs.” The system was approved
and was installed at the practice in
October 2004.

“I’d recommend the system to other
surgeries as the system is very good

and they won’t regret having it”

“The phone system has certainly lived
up to our expectations,” explains Joyce,
“we particularly like the hands free
headsets and handsets for doctors. We
now have six lines and it is certainly
much easier now to get through to the
practice, especially on Monday mornings
which are traditionally our busiest times. 

Test results are now given out later in
the day and this also relieves congestion
during the early morning rush. Our
ability to handle calls has definitely
improved, especially with the use of the
headsets. The support from NEG has
also been good overall.”

“The phone system has lived up to
our expectations….we particularly
like the hands free headsets and

handsets for doctors”

So the system has achieved its major
priority and patients are able to contact
the practice more easily, but what about
the whole issue of the number change? 

It is a considerable undertaking for a
surgery to change its phone number,
and the benefits must outweigh the
disadvantages, so what would Joyce say
to surgeries considering the switch to
Surgery Line? “You do need to be
prepared for the fact that your rental
costs may not be wholly covered and
that some patients don’t initially like the
number change - but they will accept it.

Having said that, I’d certainly
recommend the system to other
surgeries as it is very good and they
won’t regret it.”

Amersham Medical Centre’s top
5 reasons for going ahead with
Surgery Line

1. You get an up to date phone system
2. The hands free headsets for Reception

staff and the Practice Manager
3. The handsets for doctors are good
4. The reports facility
5. The menu options

Joyce concludes by summarising her
experience of working with the system.
“The Surgery Line system is a very good
phone system that is working well at our
practice. With the 0844 lo-cost number,
patients are getting a good deal as well
as the practice. 

There are some costs in having the
system, but these are considerably
reduced by the money from the calls. If
I had to sum up my experiences of
Surgery Line in one sentence it would be
this: it is an excellent phone system.”

The reception area of Amersham Medical Centre
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Kinghurst Medical Practice, which
comes under the control of Solihull PCT,
has a younger than average patient base
with the majority of the 8800 patients
registered under the age of 50. It
employs 3 doctors and 2 nurses, as well
as administration staff, health visitors,
midwives and district nurses. 

Prior to the installation of their Surgery
Line system in February 2005, the
practice received many complaints from
patients about the unreliable phone
service. “We are always striving to
improve the service we offer our patients,
but the telephone system kept pulling us
back,” explains Mandy Roche, Practice
Manager at Kingshurst. “We had looked
at expensive phone systems before
Surgery Line, but always had more
pressing medical needs, so the telephone
system always got put to the back of the
queue.” 

“It offered all the functionalities we
were looking for, and more.”

After a meeting with NEG, Mandy
quickly decided to go ahead with
Surgery Line with the full agreement of 
all the doctors, although at the time 

Mandy had some doubts about whether
the system could actually pay for itself as
promised. “Everyone said it was too good
to be true, but after checking with other
Practice Managers who had already
installed the system, we were convinced.
It offered all the functionalities we were
looking for, and more.” 

Happily, Surgery Line has more than
lived up to expectations and has led to
radical improvements in the way that
calls are handled. Mandy explains “We
have completely changed the
way we work in Reception: 
calls are now directly 

filtered to the correct people. We have
freed up two of the positions to make
the Reception area more user friendly
and to get more administration work 
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Kinghurst Medical Practice serves over 8,000 patients in the Solihull area

Staff at Kinghurst are full of praise for the Surgery Line system

Kinghurst Medical Practice, Solihull / Case Study No. 33

Kinghurst Medical Practice
finds that Surgery Line pays
for itself 
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

done. Before we had Surgery Line, the
phones never stopped ringing and it was
chaos. We have now channelled the
calls through to two main telephones for
appointments and test results. Home
visits are directed to the Senior
Receptionist. We also tend to get a more
even spread of callers throughout the
day which is all down to the new
system. It is now so well organised that it
has relieved the stress that was being
put on the Reception staff whilst the
telephone lines were open.”

“It’s a sanity saving system”

Those dealing with the system are full of
praise for how it has made their lives
easier. “It’s a sanity saving system,” says
Joy Shenton, Receptionist. “It has
worked wonders in the Reception area,”
adds Senior Receptionist Valerie Lewis
“giving us the opportunity to reorganise
workload and staff.” The doctors also
appreciate the fact that they can ring
through to Reception and are answered
straight away rather than hearing the
engaged tone as was frequently the case
before Surgery Line was installed.

“It costs nothing to look at and
ends up costing nothing to have”

So staff reaction throughout has been
very favourable, but what about the
reaction from patients? “The patients like
the fact that they can now get through
without having to redial loads of times,”
comments Mandy. “Some patients didn’t
like the queuing system at first, but that
was just because it was different. The
majority like it now that they have got
used to it. Like all things in life, people
are wary at first until they are
comfortable with what they are doing.”

Kinghurst Medical Practice’s 
top five reasons for going ahead
with Surgery Line

1. It pays for itself so you have no initial
outlay; you don’t have to put off having
the telephone system that you want
and need

2. It’s uncomplicated and user friendly
3. The options menu helps you direct the

call to where you want it to go
4. Patients are put straight through to the

Out of Hours service when they ring
the surgery outside of opening hours

5. The staff at NEG are friendly, reliable
and helpful

Mandy is happy to recommend the
system and has this advice for other
surgeries who may be considering its
purchase. “It is true: come and look at
our system and see for yourself. Speak to
anyone who has had the system installed
to back up what NEG are saying. I would
recommend that any surgery who doubts
their own telephone system should give
Surgery Line the once over. It costs
nothing to look at and ends up costing
nothing to have. NEG know what you
need and will deliver their promises.”

NEG’s support centre is singled out for praise by the
Kingshurst staff
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Pewsey Surgery is located in a small
Wiltshire village and has a contract as
the PMS provider with Kennet and
North Wiltshire PCT. Whilst the area is
popular with commuters due to efficient
rail links into London, the practice itself
is located within a very rural locality and
serves an ageing population. The
practice has a patient base of 6,700
drawn from Pewsey village and the
surrounding areas.

“The user guide has proved to 
be very useful for getting to grips

with the basic functions of the
Surgery Line system”

So what made the practice consider
changing its phone system and number
in the first place?” We had a lot of
problems with patients getting the
engaged tone when they were trying to
phone into the surgery, so we decided to
investigate the alternative options
available to us,” explains Shirley Hatt,
Practice Manager at Pewsey Surgery. “We
met with Paul Hounsell of NEG who
explained how the flexibility of the Surgery
Line system could help us manage calls
more efficiently. Whilst we did have some
concerns about how the patients would 

respond to the use of a menu selection
and recorded message, Paul gave us the
confidence to go ahead.” With the
agreement of the Partners and the
Practice Manager in place, the new
system was installed at the surgery in
May 2005.  

Changing a phone number is a major
undertaking for any organisation, but
Shirley reports that the transition was
handled efficiently and with minimum
disruption for the practice. “The
installation process went very 
smoothly and the training 
has also been very good,” 

comments Shirley. “As the system is still
relatively new, we have not yet maximised
its flexibility and made use of all the
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Pewsey is an attractive village situated in rural Wiltshire

Staff at the surgery have appreciated the facility of on tap
telephone support

Pewsey Surgery, Wiltshire / Case Study No. 34

Surgery Line gives Wiltshire
villagers efficient phone
access to their GP
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

options available.” Whilst there have been
a few teething problems with the queuing
system, the patients are now usually able
to get through on their first attempt, even
during busy times when previously they
would have repeatedly encountered an
engaged tone.

Thankfully, Shirley’s concern about how
the elderly patient base would respond to
the changes has proven to be largely
unfounded. “Whilst the changeover was a
bit of a culture shock for some of our
patients, most of them appreciate that the
system is a considerable improvement on
our previous telephone service, although
they do sometimes have to wait in a
queue, particularly at peak times. This is
because we simply don’t have enough
staff to take all the calls at our busiest
times,” comments Shirley.

“Calls are handled more efficiently
which is a big plus for us”

The support from NEG staff has been a
strength throughout the transition and
installation period: staff at the surgery have
appreciated the facility of on tap telephone
support from the helpline department. In
future, Shirley hopes to make fuller use of
the ability the system offers to run reports
and monitor call handling and usage once
it has fully bedded in. “At present, we are
using the system to run reports to check
on lost calls although we don’t have any
historical data to make comparisons,” she
explains. “The user guide has proved to
be very useful for getting to grips with the
basic functions of the Surgery Line system,
although a more detailed manual for
mangers (something that NEG are
currently producing) would be useful.”

Shirley reports that the reaction from
personnel at the surgery has also been
mainly positive. “The Reception staff like
the use of hands free headsets which

make the whole process of call handling
easier, although a little light on the side of
the headset to show when it is busy would
be a minor improvement,” suggests
Shirley.

Pewsey Surgery’s top five reasons
for going ahead with Surgery Line

1. The fact that patients call the surgery
and no longer hear the engaged tone

2. The use of ‘groups’
3. The facility to run reports on system

usage
4. The opportunity to have a modern

phone system without capital outlay
5. On-tap telephone support

Since implementing the system, the
surgery has found the whole call handling
process easier and more efficient. Despite
the inevitable fact that some patients found
the change difficult at first, the benefits of
improved communication have made the
process worthwhile.

Shirley concludes “our patients no longer
hear the engaged tone, and calls are
handled more efficiently which is a big
plus for us and what we wanted the
system to achieve.”

Almost 7,000 patients for Pewsey and surrounding area
use the surgery
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The Prince of Wales Road Surgery in the
county town of Dorchester serves a semi
rural population with a higher than
average number of retired and semi
retired residents.  Coming under the
control of South West Dorset PCT, the
practice employs 4 GPs as well as 2
practice nurses, a health care assistant
and a variety of administration staff.  It
currently has over 4000 patients on 
its register. 

In the past, the practice consistently
experienced difficulties with patients
getting through to the surgery -
particularly between the peak times of
8.30am to 10.30am.  As a result, the
Practice Manager, Peter Wallace, was
empowered to investigate the different
options on the market for upgrading the
telecoms system. After meeting with Chris
Berry from NEG and studying the
alternatives, Peter and the partners took
the decision to proceed with the Surgery
Line system. 

“We felt that Surgery Line had much
to recommend it”

“Our existing system was an old solid
state unit with only 8 handsets, and was 

basically inadequate,” explains Peter.
“Due to our expanding patient list and the
increasing use of all the available rooms
within the building, we really needed one
handset per workstation.  Although we
had some reservations about how our
patients would receive the change, we
decided to go ahead.  We felt that
Surgery Line had much to recommend it:
not least the opportunity to have a
modern, state of the art system with a
handset per desk which would give us
greater internal and external flexibility.
The system is also expandable and
easily upgraded should the 
need arise in the future.” 

Whilst it is still early days using the system,
Peter explains how it has eased and
modernised the whole call handling
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Dorchester is a thriving town close to the Dorset coast

The Prince of Wales Road has a busy switchboard during
peak times

The Prince Of Wales Surgery, Dorchester / Case Study No. 37

NEG–“receptive, responsive,
reliable” says the Prince of
Wales Surgery
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

process. “We feel that communication
with patients has improved: we are able to
keep patients informed should they have to
wait in a queue, and the staff now benefit
from having their own handset which
enables us to operate more workstations
and accept more calls during the morning
rush. Previously, the only option for
patients when hearing an engaged tone
was to hang up, or if they had the facility, to
dial 5 for ring back and wait.  We believe
that this caused the lines to be engaged for
long periods of time. Because the timing
of the system is automated, we can all but
forget the need to manually switch over the
system as we close.”

“The assistance from NEG has
lived up to expectations – in fact
at times it has exceeded what we

would expect”

The patient reaction – as Peter and the
partners predicted - has been varied.
“People do not like change. Some patients
love Surgery Line and think it’s a great
improvement, whilst others have minor
complaints: they don’t like the holding
music or the voice, but we could never
hope to satisfy everyone’s tastes. Some
patients still have the perception that we
are trying to make money out of them,
which isn’t surprising when a minority still
think that we are an NHS establishment,
and as such, they shouldn’t be paying
anything at all for their call.”

Prince of Wales Road Surgery’s
top five reasons for going ahead
with Surgery Line

1. NEG is receptive to new ideas
2. Responsive
3. Reliable
4. There is a good back up service
5. The system is easy to use

Peter has this advice for any other surgery
considering changing their phone system.
“Do your homework, clarify your needs and
seek assurances on every issue where
there might be doubt. Plan your go-live
arrangements carefully and keep patients
fully informed. Our staff are now familiar
with the system and are happy with it. It
has also improved their ability to contact
and be in contact with personnel anywhere
in the building. Overall, it has been a
positive experience for us.”

“..staff now benefit from having
their own handset which enables
us to operate more workstations
and accept more calls during

the morning rush”

Peter concludes by praising the support
staff who have worked with the surgery
throughout the whole process. “The
assistance from NEG has lived up to
expectations – in fact at times it has
exceeded what we would expect.  We have
a good relationship with both the
administrative and technical teams: they
remain on call to see to any of our fine
tuning requirements.  We are made to feel
that our queries are important, and are
treated as individuals with unique needs.”

Support from NEG has been consistently reliable

Case Study No. 37
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Pinfold Medical Practice is a thriving
surgery situated in the centre of the uni-
versity town of Loughborough. Currently
part of Charnwood and North West
Leicestershire PCT, the practice serves
patients from a range of backgrounds
including residents from the outlying vil-
lages, as well as students and a signifi-
cant Asian community.

John Kavanagh, Business Manager at the
practice was frustrated that the phone
system was the one area that patients
consistently complained about every year
in the annual survey. “We tried to address
this initially by approaching our existing
provider,” explains John. “However, the
system was so inflexible that very little was
achieved.” John and the Partners decided
to look further afield and met with Mirrin
Ridgley of NEG. “Mirrin was very patient;
she visited us several times and answered
all of our questions,” comments John.
“We had some reservations, but Mirrin
was able to demonstrate to us that
Surgery Line could actually do the things
she had promised. We also visited another
practice where we could see the system in
a live environment and talk with people
actually using it.”

Having seen Surgery Line in action, John
was convinced, and the system was
installed in February 2006. The initial
transition period had a number of issues,
but as John explains, these were quickly
dealt with. “As with any new IT based sys-
tem, we had our fair share of teething
problems and quite a bit of tweaking was
needed, but now it runs smoothly and I
have more call information than I had ever
dreamed of. The support from NEG has
actually exceeded expectations: any prob-
lems are dealt with quickly and efficiently
by Fay, our contact – she 
has been excellent.”

NETWORK EUROPE GROUP

“Pinfold Medical Practice is a thriving surgery situated in Loughborough town centre”

“70% of patients who expressed a preference reported

now finding it easier to contact the surgery”

For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26

Pinfold Medical Centre, Loughborough / Case Study No. 41

Pinfold Medical Practice
pleased by switch to
Surgery Line
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What is Surgery Line? 
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line.  By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084 
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.  

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day.  Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm.  This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries. 

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.” 

For more information on how the Surgery Line system 
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

So, now that the system has been working
efficiently for a period of time, how do staff
and patients feel about the change? John
explains “As you would expect with a
major change, reactions from patients
have been a little mixed. Some patients
love the system but we have had com-
plaints. However, the number is down on
our old system; in fact one patient who
complained early on has now written to us
to say that he has changed his mind and
has complimented us on the system. In
our annual patient survey, almost 70% of
patients who expressed a preference
reported now finding it easier to contact
the surgery.”

The staff response has also been positive.
Jane Wayment, Senior Receptionist feels
that the system is working well and she
particularly likes the way that patients are
kept informed when in the queue. Anna
Ingle, Operations Manager thinks that the
menu system is working particularly well
with calls routed directly to administration,
bypassing the switchboard operator. She
has also noted that when the system was
first installed, complaints rose initially but
now run at a much lower level than for the
previous system.

Pinfold Medical Practice’s top 5
reasons for going ahead with
Surgery Line 

1. The excellent standard of customer
service

2. More management information than
you can shake a stick at

3. The automatic call recording facility
4. The facility for cancelling appoint-

ments when the practice is shut
5. The fact that patients are given infor-

mation when queuing so they can
make a decision whether to hang up
or call back later

John reports that Surgery Line has helped
with many aspects of running the practice
and feels that the system’s benefits are
manifold. “As disputes about what has
been said on the phone are more easily
resolved, abuse from patients has
reduced. The headsets allow our
Receptionists to operate hands free and
we have access to management informa-
tion which enables us to make informed

decisions. Pressure on the switchboard
has been reduced due to the menu option
and facility for cancelling appointments
when we are shut. We also run regular
reports on how things are working, and
have used the data to make changes to
rotas: for example, we now have the confi-
dence to keep the switchboard open dur-
ing the lunch hour which the patients
love.” In fact, John’s only reservation is
that, whilst it is cheaper than their previous
system, Surgery Line may not be as fully
self funding as hoped for, although as he
says, “it is still early days.”

So, would John actually recommend the
system to others? “I am happy to recom-
mend Surgery Line, but I would tell any-
one not to just take my word for it – go
and see it in action at another practice to
ensure that it’s right for you. I’m certainly
glad we made the switch.”   

“Staff find the new system makes it easier to handle
incoming calls”

Case Study No. 41
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The Pease Way Medical Centre in County
Durham is one of three practices in the
area serving a population of over 30,000
residents in the new town of Newton
Aycliffe, 7 miles north of Darlington and
12 miles south of Durham.  The practice
currently comes under the control of
Sedgefield PCT, but this is soon to be
changed to Durham as part of a major
restructuring.  The centre, which is also a
training centre, employs a total of 8 GPs,
plus 2 Nurse Practitioners and approxi-
mately 25 part-time and full time staff in
a range of departments.

With a patient base of over 10,000, the
medical centre is constantly busy, and
like many surgeries across the country,
patients could find it difficult to get
through to a receptionist, particularly at
peak call times.  

“We felt that the Surgery Line 
system was the most viable 

system available”

Mike Spence, Pease Way’s Practice
Manager and Dr Heath, one of the
Partners, first saw Surgery Line at an
exhibition at the NAPC (National
Association of Primary Care) Conference 

in 2005.  They decided to investigate 
further and met with Kath Simons of
NEG.  “We really needed to provide a
better telephone service for the patients,”
explains Mike.  With the full agreement of
the Partners, the system was installed in
March 2006.

“At first we were a little unsure about
signing up, but after questioning Kath, it
became clear that the Surgery Line sys-
tem was the most suitable system avail-
able on the market,” says Mike. “We liked
the many facilities that the 
system offered, such as the 
ability to record calls and 

the option of generating a range of data to
run reports.”

NETWORK EUROPE GROUP

The new town of Newton Aycliffe is 7 miles north of Darlington and 12 miles south of Durham.

The Pease Way Medical Centre is close to the town’s
shopping centre

Pease Way Medical Centre, Newton Aycliffe / Case Study No. 42

The Pease Way Medical Centre
finds that Surgery Line delivers
everything that is promised

For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
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What is Surgery Line? 
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line.  By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084 
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.  

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day.  Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm.  This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries. 

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.” 

For more information on how the Surgery Line system 
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

Mike is now happy to recount that his
experience of using Surgery Line has
been a positive one. “The phone system
and support from NEG has met the
expectations that we had.  The system
has enabled us to ensure that phones
are answered and to handle calls more
efficiently.”  

“We got exactly what we 
were promised”

In fact, the implementation of the 
system has had an impact upon other
areas of the practice, most significantly,
the way in which staffing is organised.
“When we installed Surgery Line, it
caused us to look at and change for the
better our staff rotas to ensure that we
were fully addressing our patients’
needs,” explains Mike.

Pease Way Medical Centre’s top
five reasons for going ahead with
Surgery Line

1. The new telephones with headsets and
speaker phones

2. The reporting system
3. The facility for recording calls
4. The panic alarm
5. The cost recovery element via incoming

call charges

The initial response from patients has
been muted, which is unusual given the
fact that any form of change is often 
initially met with some resistance. “We
have had surprisingly little reaction from
our patients, although the responses we
have had have been adverse,” 
comments Mike. “The main issues have
been the long telephone number 
together with some confusion and 
concern over the issue of charges.  

However, as the system has settled in,
the patients have become more 
comfortable with it, and complaints
regarding the new number have ceased.
Our Admin staff certainly approve of the
system.  Lynn Morton – our Office
Manager – is typical in that she very
much likes the system – apart from the
fact that ‘the phone keeps ringing!’ ”

The only issue that Mike has with the
system is the lack of global quick dial
numbers, but this minor concern aside,
he feels that NEG and the Surgery Line
system have delivered all that was
expected. 

“We have a modern, up-to-date
phone system designed specifically

for GP’s surgeries”

“I would say that we got exactly what 
we were promised.  We have no regrets
about switching to Surgery Line.  We
now have a modern up-to-date phone
system designed specifically for GPs’
surgeries which does exactly what we
want it to do, at the cost we expected,
and with excellent support,” concludes
Mike.

About 1 in 3 locals are registered with the 
Medical Centre

Case Study No. 42
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Dr Pinder and Partners is a large group
practice spread over 4 locations in the
Castleford area, a few miles south east
of Leeds and is part of Wakefield PCT.
The main surgery at Beauforth House
in Ferrybridge, was purpose built and
opened in May 2005 as part of a
major extension to the practice.  

This expansion enabled the practice to
offer patients 900 additional appoint-
ments annually. Dr Pinder and Partners
also operates an online appointment
booking and prescription ordering serv-
ice. The practice employs 50 staff over
the four sites and serves a patient base
of local residents living in a combina-
tion of rural and urban areas. 

“The system has enabled us 
to considerably improve our 

ability to handle calls”

To coincide with the opening of these
new, modern premises, it was decided
that the phone system needed to be
replaced as it simply wasn’t functioning
efficiently enough to deal with the 9,500
patients registered at the practice.
“Before we installed Surgery Line, we

had a number of problems with our
phone system which included regularly
engaged lines with no call waiting 
system which meant that many calls
were abandoned,” explains Alan
Grimes, General Manager at Dr Pinder
and Partners. “As we didn’t have any
call data, we were unable to analyse the
system to make improvements.”

Accordingly, Alan met with Kath Simons
from NEG to look at ways in which
Surgery Line could help. 
“We really needed to 
update our previous 

NETWORK EUROPE GROUP

Beauforth House is situated close to the area from which Ferrybridge takes it name

Dr Pinder and Partners covers 4 sites including the main
surgery at Beauforth House

Dr Pinder and Partners, Ferrybridge / Case Study No. 43

‘Surgery Line offers value
for money,’ says Dr Pinder
and Partners

For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
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What is Surgery Line? 
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line.  By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084 
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.  

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day.  Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm.  This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries. 

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.” 

For more information on how the Surgery Line system 
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

system,” comments Alan, “but to 
upgrade it sufficiently for our needs
would have proved very expensive. We
were impressed by the completeness of
the whole Surgery Line package. We did
have some concerns about the financial
arrangements and how the 
system would operate, but decided to
proceed. The system was installed at the
same time as our new premises opened
at Beauforth House in 2005.”

“We were impressed by the 
completeness of the whole

Surgery Line package”

Alan admits that there was some fine
tuning necessary in the early days of
installation, but that as the system has
been refined to meet the practice’s
needs, Surgery Line is operating well
and has brought many benefits. “The
system has enabled us to considerably
improve our ability to handle calls. In
addition, patients can now leave 
messages 24 hours a day to cancel
appointments or order a prescription.
We also have live data to monitor system
changes which helps us with staff 
training and service levels. The system
has proved to be flexible, it is good 
value for money and works well for us at
our surgery.”

Dr Pinder and Partners top five
reasons for going ahead with
Surgery Line

1. It is a good system
2. Value for money
3. Plenty of good add on features 
4. The system has flexibility
5. The availability of useful data 

Alan reports that, unsurprisingly, the
reaction from some patients was nega-
tive initially, but that these complaints
have now ceased. “Our patients have
become used to the system and we
have also worked to refine the call 
handling so that it works efficiently for
our practice. The system has lived up to
our expectations and has brought us
many features that our previous system
didn’t offer. The reaction from staff 
using Surgery Line has also been 
very positive.”

So, would Alan recommend the system
to other surgeries looking to improve
patient communication? “I would say go
for it, but be aware that the practice has
to put in the time and effort to make the
system work at its optimum for them. In
our experience, we found that limiting
the number of options worked best for
us and I would advise colleagues to be
careful if they have more incoming lines
than operators. The system has many
things to recommend it and with the
necessary fine tuning, should be a 
valuable addition to any practice.”   

Nearby Ferrybridge power station is one of the biggest
producers of electricity in Yorkshire and Humber

Case Study No. 43
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Carmel Medical Practice is situated on
the western outskirts of Darlington in
the Mowden region of the town.
Opened in 1989, the surgery is based
in a purpose built building and serves
over 9,500 patients from a wide range
of social backgrounds. There are twen-
ty five staff in total, consisting of
seven GPs, three nurses, one HCA
(Health Care Assistant) and fourteen
administration staff.

“The rate of positive 
comments about the phone 

system has risen”

The practice originally decided to look
at alternatives to their outdated phone
system as patients were repeatedly
complaining of engaged phone lines – a
common problem at surgeries up and
down the country. In response to com-
ments made in the annual patient sur-
vey about being unable to get through
on the phone, the Practice Manager at
that time, Glen Carroll, and the Partners
met with Kath Simons of NEG. They
were impressed with Surgery Line’s
capabilities and the system was duly
installed in June 2005.

Since that time, a new Practice Manager,
Karen Crook, has taken up a position at
Carmel and she reports that Surgery Line
is still working well for them.

“The support has been excellent”

“It took a few months for some of the
patients to get used to the new system,”
explains Karen. “But I can honestly say
that the complaints are now far less
than in previous years. We carried out
another patient survey three 
months after installation 
and, although there were 

NETWORK EUROPE GROUP

Carmel Medical Practice opened in 1989

The practice serves 9,500 residents from a range of
backgrounds

Carmel Medical Practice, Darlington / Case Study No. 44

Carmel Medical Practice
reports positive patient
response to Surgery Line

For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26

Surgery Line Darlington  8/11/06  12:34  Page 1

                    



What is Surgery Line? 
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line.  By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084 
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.  

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day.  Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm.  This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries. 

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.” 

For more information on how the Surgery Line system 
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

still some comments about the phones,
the overall percentage for getting
through on the telephone had consider-
ably increased. We will never please
everyone, but the rate of positive com-
ments about the phone system has risen
and I feel we have had a good response
to the changes.”

The system has helped staff handle calls
more efficiently as well as reducing the
engaged tone. Patients now find it much
easier to contact the surgery and are
able to get through to the appropriate
person more quickly due to the menu of
options. The use of direct lines has also
proved helpful in enabling GPs to get
through to the surgery without using the
patient lines.

Karen reports that staff like using the
system and feel it is a significant
improvement on their previous phone
service. “I find the system easy to use,”
comments Lynn Young, Receptionist at
Carmel. Another Receptionist, Sue
Anning responds in a similar way and
also has praise for the trainers who
helped them become familiar with the
system when it was first installed. “They
were very good and were happy to come
back and offer more training if and
when required.” 

In addition, NEG’s support staff are men-
tioned in glowing terms by Karen. “The
support has been excellent: the support
staff are always very helpful,” she
reports. “We had an easy changeover
and the response to any teething prob-
lems in our early days was first rate.”

So with the staff happy, and most of the
patients happy, are there any outstand-
ing issues for the practice? “We would
like it to be easier to make alterations
such as changing messages," comments

Karen. “At present, we have to ring sup-
port and pay for any alterations made
after the initial six months, but this is a
minor issue which doesn’t detract from
the quality of the phone system.”

Carmel Medical Practice’s top
five reasons for going ahead 
with Surgery Line

1. Patients can get through more 
quickly than before

2. The options enable patients to go
direct to the correct person

3. Direct lines enable the GPs to avoid
using patient lines

4. The automated booking system helps
prevent unnecessary queuing

5. The support staff are very helpful

Karen reports that there has been con-
siderable interest in the system from
practices within the area and that she is
often asked for her opinion by other
practice managers. “I have had a few
people asking for advice about Surgery
Line. At the end of the day, it is an indi-
vidual practice decision, however we
certainly feel that it was the right move
for us and our improved response in the
patient survey bears this out.”

Patients have responded positively to the Surgery 
Line system

Case Study No. 44
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Pershore Medical Practice is located in
the rural community of Pershore near
to the M5 and M50, a few miles south
of the town of Worcester. The practice
has over 10,000 patients, with a high-
er than average proportion of elderly
residents, and employs nine doctors
with thirty one additional members of
staff in a range of roles, including
administration and nursing.   Part of
Worcestershire PCT, the practice
moved to new, state of the art 
premises near to the town’s Civic
Centre in the latter half of 2006 and
is now located in the same premises
as the new Pershore Hospital.

“Our patients are pleased 
to now be able to get through 

on the first attempt”

Patients at Pershore were unhappy with
the phone system in use at the practice
prior to the switch to Surgery Line. This
dissatisfaction was officially confirmed
by responses to the annual patient sur-
vey. As Pam Ford, Business Manager at
Pershore explains “When calling the
surgery, there was a continuous
engaged signal and it was also impossi-

ble to ascertain the usage of incoming
and outgoing lines.” Accordingly, it was
decided to update the old system, and
after meeting with Chris Berry from
NEG, Pam felt confident in recommend-
ing the Surgery Line system to the
Partners at the practice who made the
final decision to go ahead.

The system was installed in January
2006 and since that time, the practice
hasn’t looked back. “Initially we were
unsure about the costs and 
there was also some 
negativity from some staff

NETWORK EUROPE GROUP

Pershore Medical Practice moved to brand new premises in 2006

The town is located a few miles south of Worcester

Pershore Medical Practice, Worcestershire / Case Study No. 45

Pershore Medical
Practice praise NEG for
‘exceptional’ support

For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
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What is Surgery Line? 
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line.  By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084 
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.  

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day.  Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm.  This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries. 

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.” 

For more information on how the Surgery Line system 
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

and patients at first – people rarely
respond well to change,” comments
Pam. However, patient response has
improved as people have become more
familiar with the system. “Our patients
are pleased to now be able to get
through on the first attempt, even if they
do sometimes have to queue at 
particularly busy times.”

“We are now able to identify 
the busiest periods and 

busiest extensions”

Pam has also made good use of the
data provided by the Surgery Line sys-
tem and has found it helpful in the day
to day organisation of the practice. “We
are now able to identify the busiest peri-
ods and busiest extensions. We have
also run reports to show our reception-
ists how many calls they are handling
each day, and have also been able to
show patients why, where and when the
phones are busy.” 

Pam feels that the system has helped
the staff to deal with calls more efficiently
and has also found the call recording
facility particularly useful. “It is a modern
system which, despite all its functions, is
easy to use.  Some of our staff were
unsure about it at first, but have now
adapted well. They particularly like the
headsets which leave them hands free.”

Pershore Medical Practice’s top
five reasons for going ahead with
Surgery Line

1. The modern equipment
2. Flexibility and ease of use
3. Good reporting functions
4. The allowance against rental
5. The quality of support from NEG 

Pam is very happy with the way that the
system is working for staff and patients.
“The installation process was efficiently
handled with thorough training which
enabled us to use the system effectively
from day one. Now that the system is
well established, it would be nice to be
trained to do some of the amendments
to the system ourselves.”

“NEG staff are always 
helpful and thorough in 
their dealings with us”

Once again, the support from NEG staff
comes in for particular praise. “The sup-
port from NEG has been exceptional; the
staff are always helpful and thorough in
their dealings with us,” says Pamela. “If
another surgery was considering
installing the system, I would urge them
to come and see it in action. Then, if
they felt it was right for their surgery, they
should go ahead. Personally, I like the
system very much, and feel that it works
extremely well for us and our patients.”

The practice currently has 10,000 patients on its books

Case Study No. 45
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The Surgery in Castle Donington is a
fairly large practice situated in a rural
part of Derbyshire, just 9 miles from
the county town of Derby and 12 miles
from Nottingham. The village itself has
good transport links being close to both
the M1 and East Midlands Airport.  The
Surgery comes under control of the
Leicestershire and North County
Rutland PCT. Approximately 9,000
patients are registered at the practice
which employs a total of 23 staff,
including 10 doctors.

“Surgery Line is simple 
and easy to use”

The Surgery installed their Surgery Line
phone system in January 2006 having
experienced continual problems with their
previous phone service. “Our lines were
often clogged at peak call times and our
patients were understandably frustrated by
repeatedly getting the engaged tone when
trying to contact us,” comments Kathy
Wright, Practice Manager at The Surgery.
In response to patients’ complaints and

their own dissatisfaction with the service,
Kathy and the Partners looked for an 
alternative solution.  

Having met with Mirrin Ridgley from NEG
who explained what the system could do,
they opted for Surgery Line for their prac-
tice. “We liked the fact that we could
increase our incoming lines (for no extra
line rental cost) and upgrade 
the system to improve 
communication,” explains 
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Surgery Line has proved to be a worthwhile exercise that has helped improve access for patients in Castle Donington

The Surgery in Castle Donington is a fairly large practice
situated in a rural part of Derbyshire

The Surgery, Castle Donington / Case Study No. 47

Castle Donington practice
reports that Surgery Line
has ‘tangible benefits’ for
patients and staff

For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
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What is Surgery Line? 
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line.  By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084 
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.  

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day.  Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm.  This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries. 

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.” 

For more information on how the Surgery Line system 
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

Kathy. “We were also attracted by the
recording technology available with the
system. Mirrin went through everything
very thoroughly at our meetings and
made sure that we clearly understood
what the system could do for us.”

“I advise anyone considering the
system to go and see it at work”

Apart from a few minor hiccups when it
was first installed as the system was
adjusted to suit The Surgery’s individual
needs, Kathy is very happy with how it is
working within the practice and was
pleased by how quickly staff became 
confident in its use. “Surgery Line is 
simple and easy to use,” she comments.
“The staff and patients soon got used to
the system and we haven’t looked back
since. Many of the features, particularly
the voice recording facility, have already
proved immensely useful.”

“The benefits are very 
tangible and obvious to staff 

and patients alike”

However, people do not always respond
well to change and often the most difficult
part of any transition is the patient reaction.

Inevitably there was some apprehension
at first, but Kathy reports that the patients
are now all using the system quite happily.
“The reaction has been mainly positive:
there were some grumbles about the
queuing system initially but these have
subsided the longer the system has been
in place. A few patients objected to 
paying the price of a local call as some
had free local calls but they have now
become familiar with the system. At the
end of the day, the benefits of Surgery
Line are very tangible and obvious to staff
and patients alike.”

The Surgery’s top five reasons for
going ahead with Surgery Line

1. The recording technology
2. Increased number of lines into 

the surgery
3. New phones for everyone
4. Private lines for doctors and some 

practice staff
5. The options menu which allows people

to get through to the right department
without delay

Surgery Line has helped with the day to
day running of the practice as well as
improving communication for everyone
involved with The Surgery. “Patients can
now get through to us unlike before and
the voice recording has proved invaluable
for both doctors and patients,” explains
Kathy. Whilst each practice is different
and what suits one surgery may not be
right for another, Kathy has enough 
confidence in the system to recommend it
to others. “It is really worth looking into as
the benefits are tangible: I advise anyone
considering the system to go and see it at
work. For us, it has certainly been a
worthwhile exercise that has helped us to
improve access to our surgery.”

Approximately 9,000 patients are registered 
at the practice

Case Study No. 47
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The Vale of Neath General Practice serves
the town of Glynneath and surrounding
villages. Located in the rural Welsh coun-
tryside, Glynneath is a small town near to
the Brecon Beacons, with a practice 
population of a little over 9,600. Due to
the nature of the industries that people
from the area have traditionally worked
in, there is a higher than average 
prevalence of long term disease amongst
patients at the practice. Coming under
the control of Neath Port Talbot Local
Health Board, the surgery currently
employs 6 doctors, 1 nurse practitioner,
3 practice nurses and 1 phlebotomist in 
addition to 16 administrative staff. 

“We have a better, more cost
effective system”

Patients at the Vale of Neath General
Practice frequently complained of difficul-
ties getting through to the practice prior to
the installation of the Surgery Line phone
system in September 2006. Roy Miller, the
Practice Manager, met with Paul Hounsell
of NEG to look at the options that their 
system could offer. Following on from this
meeting, Roy felt confident enough to 

recommend the system to the Partners.
“Our old system was unable to provide the
features and functionality needed to deliver
the contracted levels of care and service,”
he comments. “We were impressed by
Surgery Line’s availability of required addi-
tional features and ability to handle the
high volume throughput at peak times. We
also liked the facility for informing callers
where they were in the queue.”

The overhaul of changing to 
a new number and a new 
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Glynneath is a small town near to the picturesque Brecon Beacons

The old phone system couldn’t cope with the volume of calls

Neath General Practice, Glynneath / Case Study No. 48

‘Surgery Line meets all our
objectives’ reports Vale of
Neath General Practice 

For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
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What is Surgery Line? 
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line.  By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084 
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.  

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day.  Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm.  This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries. 

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.” 

For more information on how the Surgery Line system 
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

phone system wasn’t a decision taken
lightly, and Roy admits to having some
reservations prior to installation “There
were some concerns about the cost of the
system, especially in terms of the implica-
tions for patients.” However, Roy reports
that these reservations have proved to be
unfounded. “The phone system has lived
up to expectation: we believe that we have
a better, more cost effective system that
also gives us more information and better
control over call volumes.”

“NEG staff react quickly and are
both knowledgeable and helpful”

As people don’t always respond well to
change, the patient response to the transi-
tion was mixed at first, but soon subsided
as people became used to the new system.
“Some patients had difficulty remembering
the new number initially,” explains Roy,
“but complaints have become few and far
between after the first few days. Our recep-
tion staff do report that some patients
select the incorrect option when listening to
the menu, but they do like the fact that
they can see which option the patient has
chosen which allows them to monitor how
the system is being used.”

The Vale of Neath General
Practice’s top 5 reasons for going
ahead with Surgery Line

1. Better access for patients
2. The visibility afforded by the system
3. Affordability
4. The system’s simplicity
5. Ease of manageability

Roy has used the system to monitor peak
call volumes but hopes to use the reporting
function more in the future. His experience
of both Surgery Line and NEG has been an
overwhelmingly positive one: the only nega-
tive comment he makes about the system 

is a remark about how the handsets don’t
always sit snugly on their rest which can
make accessing them inconvenient.
“However, we have had a good response
from customer services to any problems,”
says Roy. “NEG staff react quickly and are
both knowledgeable and helpful.” 

“We are better able to handle 
the incoming call queue”

Roy also reports that the system has
helped with many areas of the day to day
running of the practice. “We are better able
to handle the incoming call queue and
generally handle calls more efficiently. We
also find the visibility of peak calls times a
useful facility.” 

Since installing the system, Roy feels that
the benefits have made the whole transi-
tion totally worthwhile. “Surgery Line has
given us the features that we need to han-
dle the volume of calls each morning and
afternoon at an affordable cost. I have
already recommended NEG and their
product to another practice as a potential
solution to their needs.  All of our objectives
have certainly been met.”

Patient response has been overwhelmingly positive at
Glynneath Surgery

Case Study No. 48
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Crawcrook Surgery is situated in
Crawcrook, an old mining village, a
few miles west of Newcastle upon
Tyne. The surgery comes under the
control of Gateshead PCT. The land-
scape surrounding the practice is an
area of natural beauty and many of the
village’s residents now commute to the
nearby towns and cities. The surgery
serves patients from reasonably afflu-
ent backgrounds. It employs four doc-
tors and fourteen additional staff in a
variety of roles.

“The old system was out of 
date and unable to cope with 

the heavy call traffic”

As is the case with many surgeries all
over the UK, patients at Crawcrook
would often complain of problems when
trying to contact the surgery by phone.
Deciding that this recurring issue need-
ed to be addressed, staff at the practice
started investigating the possibility of
replacing their previous phone system.
The old system was out of date and
unable to cope with the heavy call traffic
that the practice received at peak call 

times in the morning and afternoon. In
order to tackle the problem, Doctor
Chapman and the Partners met with
Kath Simons from NEG to find out what
Surgery Line could do for their practice,
“The bottom line was that we needed a
new system as our old one was simply
out of date,” comments Marion Hurst,
Practice Manager at Crawcrook. “As a
good phone service is such 
a crucial part of any 
practice, we needed to 
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Many of Crawcrook Surgery’s patients commute to nearby cities such as Newcastle upon Tyne

Calls are handled more efficiently enabling the surgery to use
less staff at quieter times

Crawcrook Surgery, Crawcrook / Case Study No. 49

Surgery Line helps
Crawcrook Surgery manage
time more efficiently 

For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
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What is Surgery Line? 
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line.  By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084 
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.  

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day.  Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm.  This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries. 

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.” 

For more information on how the Surgery Line system 
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

find a new system which would enable
us to run the practice more smoothly.
We also felt very strongly that any system
we installed should be secure as obviously
patient confidentially is a priority for any
surgery.”

The Partners were convinced by Surgery
Line’s functionality, range of features
and flexibility; accordingly the system
was installed in March 2005. “Prior to
installation, we did have some concerns
about whether we would be able to
understand how to use the system as it
does use quite advanced technology,”
comments Marion, “ However, the sup-
port from NEG met all our expectations
and the system proved easy to use.”

“The support from NEG met 
all our expectations”

When the system was first installed, Marion
explains that some patients were con-
cerned over the changes and confused
about the pricing issue. “Initially, we did
have some patients who were worried
about the length of calls and how much it
would cost them. However, now that peo-
ple are used to the system, these com-
plaints have stopped.” 

“The out of hours service 
is excellent”

Marion now reports that Surgery Line is
working well at the practice and has
helped with many of the issues that they
wanted to address. “We are able to make
better use of staff time and handle calls
more efficiently: this has also enabled us
to use less staff at times when they aren’t
needed. Also, whilst patients may still
have to queue at particularly busy times,
they are able to get through and speak
with someone more easily.”

Crawcrook Surgery’s top five 
reasons for going ahead with
Surgery Line

1. The ability to handle out of hours calls
2. Quality of equipment
3. Facility for handling calls on a 

Bank Holiday
4. Helpful staff
5.  Able to use staff time more efficiently

Now that the system is well established
and running smoothly, Marion feels that
the time is right for more training to
make full use of the features that the
system is able to offer. She is also
happy to recommend the system to oth-
ers. “If another surgery with similar
communication issues to ours were
considering the system, I would be
happy to advise them to go ahead,” she
adds. “The system has worked well for
us: the excellent out of hours service
and queuing system are just two of the
options that have helped us to operate
more efficiently as a practice and
improve the service we are able to offer
our patients.”

The NEG help desk and support staff ensured a 
smooth transition

Case Study No. 49
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Southam Surgery is located in the small
town of Southam, a few miles east of
Warwick, and comes under control of the
county’s PCT.  Serving a semi rural area,
the practice has a mix of patients on its
register of over 8,000, including many
young families as well as commuters
attracted by the proximity of the M40. 

“We liked the fact that this 
system offered the facility 

to filter calls”

The surgery, which employs a total of 17
staff including 5 doctors and 1 registrar, is
also a training practice. Much time and
effort has been spent on making services
as accessible to residents as possible: the
website (www.thesouthamsurgery.co.uk)
offers patients the option of ordering pre-
scriptions online, whilst in autumn 2006,
an optional automated check in was intro-
duced. The obvious area to tackle next
was the phone service – traditionally an
area of frustration for patients all over the
country. “With our previous phone system,
the line was constantly engaged when
patients tried to call us, and this was a sit-
uation that we were keen to improve,”
explains Practice Manager Ann Beadle. 

So, having investigated the various
options available, the Partners opted for
NEG’s Surgery Line system, going live in
October 2006. 

“We liked the fact that the system could fil-
ter calls and monitor what was actually
coming in and when,” comments Ann.
“We also felt that using the system would
ensure patients did not continuously
encounter the engaged tone.” 
Ann was realistic about the 
fact that there would be 
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The surgery is located in the small Warwickshire town of Southam, to the east of Warwick

Southam Surgery – it’s previous phone system couldn’t
cope with the call volume at peak times

Southam Surgery, Southam / Case Study No. 50

Southam Surgery finds
that Surgery Line delivers
everything promised

For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
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What is Surgery Line? 
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line.  By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084 
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.  

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day.  Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm.  This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries. 

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.” 

For more information on how the Surgery Line system 
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

some patients who wouldn’t welcome the
transition. “No one likes change. We
weren’t sure how our patients would react
to the queuing system, and we had some
concerns around the issue of charges.
However, the system itself and the support
from NEG has matched our expectations.
Some patients were negative at first, but
the positive comments have increased. The
reaction from our recent patient group was
mixed: whilst some patients don’t like the
automation, many are enthusiastic about
the system now that they have used it.”

Surgery Line has reduced the engaged
tone and made it possible for the practice
to filter calls, ensuring that patients get
through directly to the right person. In
addition, Ann has used the reporting
facility to identify bottlenecks and has
made changes accordingly. “As too many
early morning calls were causing prob-
lems, we altered the time of our prescrip-
tion service to avoid the busiest time on
reception and this has improved things
no end,” she explains.

Whilst queuing is still an issue for some
patients, the upheaval of the number
change ran smoothly and with few hitches
although inevitably some fine tuning was
required to adapt the system to the
surgery’s specific needs. “The whole
process was made relatively painless by the

professionalism of the NEG team,” com-
ments Ann. “We were helped and support-
ed throughout with planning, project man-
agement and installation. We have had
some technical issues along the way, to do
with our out of hours number, but this has
been quickly resolved.”

Southam Surgery’s top five reasons
for going ahead with Surgery Line

1. Patients do not constantly get the
engaged tone.

2. The use of direct lines for GPs and key
staff doesn’t block the system. Likewise,
the lines are not blocked for GPs who
need to phone out.

3. The menu of options ensures calls are
put through to the correct personnel.

4. Reports provide useful information on
how calls are being processed.

5. The excellent support from NEG
throughout.

The staff have also overcome their reserva-
tions about the changeover. “Despite initial
concerns about changing the telephone
system, all the staff are happy with Surgery
Line,” explains Ann. “The patients some-
times don’t listen properly to the options,
but the system is easy to use,” comments
Rose Evans, whilst Receptionist Sue Evans
is also enthusiastic about the improvements
Surgery Line has brought.  “The park facility
is brilliant and I really like the hands free set
which means I can move around and do
other things whilst talking to patients.”

So, with a happy staff and satisfied
patients, does Ann believe that the switch
has been a success? “I am happy to rec-
ommend this system to others – in fact I’ve
already done so - another surgery within
the area is due to have the system installed
shortly. Although it is still quite early days
for us, and we have had a few technical
issues, the system really does seem to
deliver everything it promised!” 

Patients now find it easier to reach their GP – even in
the mornings

Case Study No. 50
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Manor Park Surgery is located in
Bramley, Leeds a few miles north west
of the city centre and comes under
Leeds PCT. The practice is large and
busy, with 14,000 patients on its list.
It has 8 GPs, 5 nurses, 4 HCAs and
17 admin staff, including the Practice
Manager, currently working there.

Surgery Line was installed at Manor Park
in June 2006 after patients experienced
repeated problems in getting through to
the surgery by phone. “Although we
were already aware that our old phone
system was inadequate for our needs,”
explains Ruth Wood, Practice Manager
at Manor Park, “the annual patient sur-
vey really highlighted their frustration
with the phone service, so we decided it
was time for look for alternatives.”

“We now have more lines 
available for patients”

However, Surgery Line had only been
live at the practice for just over a month
when disaster struck. The surgery was
destroyed by an arson attack which
meant that emergency alternative
arrangements had to be put into place. 

In this situation, good communication is
paramount and NEG acted quickly to
help the surgery get back on its feet as
quickly as possible. “Our building was
set alight on a Saturday night and we
worked hard to make alternative
arrangements so we could continue to
operate as normally as possible for our
patients,” explains Ruth. “NEG were
great. They organised a 
temporary telephone
system for us the 

Before and after:  Manor Park Surgery has been successfully re-built and re-opened...

... after it was seriously damaged in an arson attack

Manor Park Surgery, Leeds  / Case Study No. 51

Surgery Line helps
Leeds surgery cope
with arson attack

For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
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What is Surgery Line?   
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
Managing Director Dean Rayment. “We
now have over 1,400 surgeries who have
already switched to Surgery Line; by
doing so, they have improved the service
that they offer patients and relieved the
pressure on busy staff.” 

You and your staff benefit
When a surgery switches to an 0844
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number,
instead of BT making all the money from
your call, you keep a small amount of
money per call to pay for the new equip-
ment you receive to improve your
patients’ experience.  

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare, even at peak times,
because you are able to handle incoming
calls more efficiently whilst patient calls
are spread out during the day.  The aver-
age call to your surgery will be 21⁄2 min-
utes long.  This costs 10.5p using an
0844 number and would cost 12.4p if
the caller was on the standard BT tariff. 

“Come and see for yourself. Speak to
anyone who has had the system installed
to back up what NEG are saying. I would
recommend that you should give Surgery
Line the once over. It costs nothing to
look and ends up costing nothing to
have. NEG know what you need and will
deliver their promises.” Mandy Roche,
Practice Manager Kingshurst Surgery. 

For more information on how the Surgery Line system 
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

following week in Bramley Clinic which 
served as our interim accommodation
for a few months whilst the surgery was
being rebuilt. We had a potakabin deliv-
ered on site and NEG also organised for
a further temporary telephone system to
be set up there as well.  The support
from NEG, especially Kath Simons and
Chris Lavin was very much appreciated
at this difficult time.”

“If anyone is considering 
switching to the system I would

say give it a go”

Ruth also found the company helpful
during the difficult rebuilding stage.
“They were fantastic in ensuring the new
system in the rebuild was project man-
aged to timescale and up and running
for when the building was handed over.”

Now that the emergency is behind them,
staff and patients have had the chance to
sit back and take stock of the new system
- and Ruth reports that they are pleased
with the facilities that Surgery Line can
offer. “We now have more lines available
for patients, plus they have a menu of
options when they call which makes it
easier for them to get through to the per-
son that they want to speak to,” she

explains. “As a large surgery, we have a
very high volume of calls and Surgery Line
has helped us to deal with this demand.”

Manor Park’s main reasons for
going ahead with Surgery Line

1. Patients can get through to the 
surgery when they call in.

2. The technical support is good.
3. There are more phone lines 

for patients.
4. The options menu for patients 

works well.
5. The fact that staff can work 

‘hands free’.
6. The continued support of the 

NEG representative.

“Our staff really like using the Surgery Line
system as the use of headsets enables
them to move around and deal with
queries rather than keeping a patient wait-
ing at the end of the line. Our patients have
also responded well to the system: initially
there were some with reservations, mainly
because a few didn’t understand that calls
are charged at a lo-call rate; some people
presume that, because the number is pre-
fixed by 08 that it is a premium rate num-
ber but this is easily rectified and the sys-
tem has been well received” explains Ruth.

Overall, Ruth’s experience of working
with NEG and Surgery Line has been
very positive, even when faced with an
unusual and difficult situation. “As a
company, all the people I have dealt
with are helpful, supportive and profes-
sional. If anyone is considering switching
to the system, I would say give it a go,
they won’t be disappointed. There may
be some teething problems: there
always are with any system, and some
people will be reluctant to change, but
in the end it will be worth it. I look for-
ward to continuing a satisfying partner-
ship well into the future.”

The Surgery Line system has proved popular with
patients and staff

Case Study No.51
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Oakmeadow Surgery (www.oakmeadow
surgery.co.uk) is located near the M1 in
Glenfield, a mainly suburban area a few
miles west of Leicester city centre. Like
most cities, Leicester has a widely
mixed multicultural population, whilst
the surgery itself has a varied ethnic mix
of patients from Europe and beyond.
With 9,000 patients on its register,
Oakmeadow is a fairly large and busy
practice.  It has four GPs with a total of
fourteen additional staff in a variety of
roles. The surgery, which opened in
1991, is privately owned and comes
under the control of Leicester city PCT.

“We are able to monitor 
call workload and costs far more

efficiently now”

Oakmeadow Surgery installed their Surgery
Line system in June 2006 after continual
difficulties with their previous system which
lacked the flexibility necessary to deal with
the large volume of calls that the practice
received on a daily basis. Looking for a
solution to this problem, Frank Hunter, the
Practice Manager and the Partners met
with Mirrin Ridgley of NEG to discuss how
Surgery Line could meet their needs.

Impressed by the flexibility of the 
system, Frank and the Partners decided
to go with NEG. “We felt that Surgery
Line would be a cost effective solution
for our practice,” comments Frank. “We
also liked the fact that the system could
be menu driven and felt that it would
enable us to monitor the volume and
handling of calls more successfully - so
we decided to go for it.”  

NETWORK EUROPE GROUP

Oakmeadow has 9,000 patients, 4 GPs and a total of 14 additional staff 

Frank Hunter, the Practice Manager was looking 
for a telephone system that was flexible

Oakmeadow Surgery, Glenfield / Case Study No. 51

Oakmeadow Surgery
finds Surgery Line to be 
‘a cost effective solution’

For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
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What is Surgery Line? 
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line.  By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084 
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.  

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day.  Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm.  This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries. 

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.” 

For more information on how the Surgery Line system 
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

Frank recognised that changing the
phone number is quite a big deal for
some patients, and prior to the change,
he had some reservations about what the
patient response would be. Happily, apart
from some initial grumbles, this proved
not to be an issue. “We did have some
concerns about how our patients would
react, but these proved to be generally
unfounded as the reaction has been good
for the most part,” he explains.

“We also liked the fact that the 
system could be menu driven”

Frank and his staff are happy with the
phones and switchboard and feel that
the system has lived up to expectations.
Using Surgery Line also gives Frank
valuable data on call volume during the
day which enables him to plan call 
handling more effectively. “We are able
to monitor call workload and costs far
more efficiently now – it shows the high 
volume of use which our previous
provider was unable to do.”  

Frank also feels that the service has
improved communication with the
patients, making access to the surgery
easier. “Our patients can now get in 

touch with us more quickly as we are
able to handle more calls, more effi-
ciently. The queue facility can be used if
necessary and the menu option enables
patents to be routed directly to the 
person that they need to speak with.”

Oakmeadow Surgery’s top five 
reasons for going ahead with
Surgery Line

1. Easier access for patients.
2. Ability to monitor calls and identify 

when high volume usage occurs.
3. The option of using a menu if required.
4. Call handling is improved.
5. It is a cost effective system.

One attribute that attracts many prac-
tices to Surgery Line is the number of
different features that the service offers.
One such facility is the ability to record
calls which has implications for staff
safety as any abusive calls can be
recorded and monitored. 

This option, along with the queuing facil-
ity, has proved popular with those who
work at the practice. “The staff like the
Surgery Line system,” comments Frank,
“they feel it is a great improvement on
our previous system.”

“Our patients can now get in 
touch with us more easily”

Frank also has sufficient confidence in
the system to recommend it to others.
“If another surgery with similar issues to
us was considering changing their
phone system, I would advise them to
go for it. The support from NEG has
been excellent, it has improved access
for patients and it is a cost efficient 
system.” 

The surgery is located a few miles from Leicester city
centre in a suburban area

Case Study No.51
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Heath Lane Medical Centre is located in
the residential area of Great Broughton,
on the outskirts of Chester. The practice,
which has 7,000 patients on its register,
comes under the control of Western
Cheshire PCT and employs approximately
25 staff, including 5 GPs, a nurse 
practitioner and nursing team, plus 
additional support staff.

The centre installed its Surgery Line phone
system in June 2006 after continual prob-
lems with their previous system which was
outdated and kept crashing due to call vol-
ume.  Patients also complained of con-
stantly getting the engaged tone when they
called up to make an appointment. 

“It had all the functions and 
spec that we wanted from a 

new system”

Accordingly, two of the Partners and the
Practice Manager, Linda Bennett decided
that the practice needed a new telephone
service and met with Josh Turley of NEG to
discuss what Surgery Line could do for
them. “We liked the system,” explains
Linda. “It had all the functions and spec
that we wanted from a new system, plus it

had the potential to be self funding and
didn’t require a large initial capital outlay.
Josh was also really helpful: he answered
our questions without being pushy.” 

Linda and the partners did have some
reservations that the system would be self
financing, and whilst many surgeries do
find this to be the case, this hasn’t quite
proved to be so at Heath Lane. However,
Linda, the doctors and staff 
are all pleased with the way 
that the system is working 

NETWORK EUROPE GROUP

Since installing Surgery Line, patient satisfaction with the phone system has increased by 10 points

Reception staff at Heath Lane like the headsets and
increased security that the system offers

Heath Lane Medical Centre, Chester / Case Study No. 53

Heath Lane Medical Centre
finds NEG “an excellent 
company to do business with”

For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
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What is Surgery Line? 
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
George Neal. “As you can see, this case
study focuses on one of the hundreds of
surgeries that have already switched to
Surgery Line.  By doing so, they have
saved money, improved the service that
they offer patients and relieved the pres-
sure on busy staff.”

You and your staff benefit
When a surgery switches to an 084 
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.  

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day.  Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm.  This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries. 

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says Neal,
“but after it’s been installed, they realise
that NEG delivers everything we promise,
and more.” 

For more information on how the Surgery Line system 
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

for the practice. “We are glad that we
went with the Surgery Line system,”
comments Linda. “It’s reassuring to
know that we have good technical 
back up available and all the staff we
have dealt with at NEG have been 
very helpful.”

“The direct dial numbers provide
better access for patients”

When the system was first installed,
there was some negative feedback from
a small minority of patients in response
to the change. “NEG were very 
supportive in helping us to deal with this
and clear up any questions about the
cost of calls: our patients are now happy
with the system. In fact, in the category 
‘telephoning the surgery’ our patient 
satisfaction survey showed a 10 point
increase this year. This category 
attracted the lowest score last year, but
with the introduction of Surgery Line, is
now the area in which we have shown
greatest improvement.”

Linda also reports that the new phone 
service has helped with many aspects of
surgery life. She particularly likes the panic
buttons which improve security, as well as
identifying that the headsets for staff
increase efficiency and address DSE issues

by using the telephone and keyboard at
the same time. “The direct dial numbers
are used by some PCT staff to provide 
better access for patients,” explains Linda.
“They are also given out to colleagues to
save them being routed through the
switchboard. The built in directory is useful,
whilst the automatic programming is very
efficient and we appreciate the use of mes-
saging and communicating via voicemail.”

Heath Lane Medical Centre’s top
five reasons for going ahead with
Surgery Line

1. It is a high tech system.
2. The technical support team are good.
3. NEG are an excellent company to do

business with.
4. Ability to install system without a large

capital investment.
5. The project management of the 

installation.

“We are glad that we went with
the Surgery Line system”

“Like any new system, it did take time to
learn how to use it and unsurprisingly there
were a few minor technical glitches at the
outset. However, these were quickly
resolved by the helpline, and we have
found the level of support from NEG as a
whole to be very good. 

We have run reports to show how call han-
dling is being managed, and these have
proved useful in the day to day running of
the practice. Our staff are happy with
Surgery Line, and our patient satisfaction
with our phone service has improved. If
any surgery with an outdated phone 
service was considering making the 
switch, I would advise them to talk to Josh
to find out if Surgery Line could be the
solution for them.”   

Heath Lane Medical Centre is on the outskirts of
Chester in a residential area

Case Study No.53
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Stirling Road Surgery is a single site
practice located in St Budeaux, a suburb
of Plymouth, a few miles northwest of the
city centre. The surgery comes under the
control of the Plymouth Teaching PCT. It
has 10,300 residents on its list and
employs a total of 7 GPs and 25 
additional staff in a variety of roles.

Like many practices across the country,
the previous phone system at Stirling Road
was outdated and staff struggled to cope
with a heavy volume of calls at peak times
of the day. This meant that patients often
encountered the engaged tone when trying
to call the surgery. The GPs and Practice
Manager, Amanda Plunkett, were aware
that communication was an issue and so
decided to look into the different telecoms
solutions available on the market. Having
met with the sales representative from
NEG, they opted for Surgery Line due to
the high specification of the system and
what they felt it could do for the centre.

“The engaged tone was 
a real problem for us”

“We already knew that we needed to look
at improving our patients’ access to the

centre as the engaged tone was a real
problem for us,” explains Amanda. “We
particularly liked the Surgery Line system
as we thought that the telephone equip-
ment was high quality. We also felt that the
call routing service would help resolve our
problems with the engaged tone by
enabling people to go directly to the
department they needed, rather than
always going via reception. After our meet-
ing, we felt confident going 
ahead as everything had 
been fully explained to us.”

NETWORK EUROPE GROUP

Stirling Road Surgery is located near Plymouth city centre

The staff at Stirling Road have been impressed with the system

Stirling Road Surgery, Plymouth / Case Study No. 54

“Surgery Line, is an excellent
system,” says Stirling Road
Surgery in Plymouth

For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
For more information on how 
the Surgery Line system can help you visit 
www.networkeuropegroup.com or call 0800 096 86 26
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What is Surgery Line? 
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
George Neal. “As you can see, this case
study focuses on one of the hundreds of
surgeries that have already switched to
Surgery Line.  By doing so, they have
saved money, improved the service that
they offer patients and relieved the pres-
sure on busy staff.”

You and your staff benefit
When a surgery switches to an 084 
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.  

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day.  Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm.  This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries. 

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says Neal,
“but after it’s been installed, they realise
that NEG delivers everything we promise,
and more.” 

For more information on how the Surgery Line system 
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

Surgery Line was installed at Stirling
Road Surgery in May 2007. The 
transition went smoothly and the system
has proved successful with both patients
and staff at the practice. “We are very
pleased with our new phones and
equipment,” comments Amanda.
“Having Surgery Line has made it much
easier for our patients to contact us.
Previously they could find it really 
difficult to get through at peak times to
make an appointment. We only had one
appointment line before, but now we
have three, which has tripled our call
handling capacity.” 

“Having Surgery Line has made 
it much easier for our patients 

to contact us”

Amanda also feels that Surgery Line 
has the flexibility to meet the practice’s
needs and cites the automatic switch
over to the out of hours service as one of
its many useful features, as well as the
option of generating reports to monitor
and improve call handling across the
practice.

“Our staff have been really
impressed with the system”

Those using the system day in day out
have found that it has made a real dif-
ference to communication. “Our staff
have been really impressed with the sys-
tem,” adds Amanda. “Change isn’t
always easy and some of our staff were
reluctant initially to make the switch.
However, they have all now been won
over by Surgery Line and enjoy using it.”
Significantly, Amanda reports that the
patients are also happy with their
improved phone service. “Most of our
patients are really satisfied and we have
had lots of compliments about the 
new system.” 

Stirling Road Surgery’s top 5 
reasons for going ahead with
Surgery Line

1. The quality of the new telephone
equipment.

2. The flexibility of the system 
including call routing.

3. The automatic switch over to the 
out of hours service.

4. The helpfulness of staff at NEG.
5. The option of running reports to 

monitor call handling.

The staff at NEG are often singled out
for praise by Practice Managers across
the country and the same is true at
Stirling Road Surgery. “We have had
great support from the personnel at
NEG,” says Amanda. “Everyone has
been very professional and helpful and
the changeover went perfectly without
any problems. If any other surgery were
considering installing the system I would
tell them to definitely change, it is an
excellent system.”

Patients now find it much easier to get through to the surgery

Case Study No.54
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Since it was launched in 2002, Surgery
Line’s aim has been to make the lives of
surgery staff and patients easier. Richard
Chapman, CEO of NEG plc explains that
“Surgery Line was developed to make it
simpler for the staff to handle incoming
calls and to make it quicker for patients
to get hold of their GP.” 

To celebrate the installation of the 500th
Practice using Surgery Line, NEG has
asked for the views of Practice Managers
from across the country on how they have
found using the system, what their
patients feel about calling an 0844 num-
ber and what they would say to a surgery
considering making the switch to Surgery
Line. The following are edited highlights
from the feedback we received.  

Siri Knott, Executive Manager, 
The Cathedral Medical Group, Chichester
"We recognised the need to do something
to cure the bottleneck of calls - we knew
that to address the problem we needed to
expand our phone system to include 
additional direct dial numbers for staff. 

We wanted a queuing facility for patients
and the ability to direct patients through to
the right department.  We also wanted staff
to be able to log out from their station and
to receive voicemail. The reception team
are happy with the new system. With
patients placed in a queue, and a built in
pause between calls for recording mes-
sages etc, the inflow of calls is    more 
organised, resulting in a less        stressful
atmosphere for my team." 

Linda Evans, Reception, Manager, 
Llynfi Surgery, Wales
"The staff are very positive (about Surgery
Line) and have seen the real and on-going
benefits for themselves." 

Lynn Smith, Assistant Manager,
The Lodge Surgery, Chippenham 
“We were encouraged by the opportunity
of improving our phone system but 
without any financial outlay from the
practice.  We are very happy with our
new system, it has lived up to the 
expectations that we had of it. We now
have a modern switchboard with eight
lines as opposed to four, which means
that the patients find it much easier to
get through to us. They have commented
that the recording sounds very 

NETWORK EUROPE GROUP

Over 500 GP sites throughout the UK

GP feedback proves
that Surgery Line is a hit 

Surgery Line combines award winning service and technology. NEG’s Directors celebrate with two recent industry awards.

Support is always available at the end of the phone
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, we have been swamped by positive
feedback from Practice Managers from
across the UK who have already switched
to Surgery Line. By doing so, they have
saved money, improved the service that
they offer patients and relieved the pres-
sure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

professional and also like the emergency
button option which enables a patient in
urgent need to take priority when calling
in to the surgery.”

Judy Keith, Practice Manager,
The Esplanade Surgery, Ryde
“The NEG support team were marvellous.
They helped with every little problem and
never made us feel guilty about calling
them up. One patient called us up last
week to say ‘welcome to the 21st century!’
Surgery Line will provide you with a first
class phone system that will enhance the
safety of your staff and improve the com-
munications between you and your
patients.”

Janet Case, Practice Manager,
Haydock Medical Centre, St. Helens
“Prior to the installation of Surgery Line,
patients were constantly hearing the
engaged tone which was obviously both
annoying and time consuming for them.
To make matters worse, people would ring
in early to get their test results, thereby
blocking the line for patients who needed
to make appointments or to speak to a
doctor urgently.

We liked the range of features that Surgery
Line was able to offer us, such as the
automated call handling facility coupled
with the ability to give queue information.

The system also has an efficient one step
out of hours transfer system which we felt
would be helpful for our patients. We were
pleased with the installation and the
support that we have received from NEG.
The whole transfer process has been
quite painless and the new system has
more than lived up to our expectations.

You may need to be prepared for some
scepticism from your PCT, but the Surgery
Line service is a good system and it is
worth arguing for. It has certainly been
beneficial to both our staff and our
patients. Other surgeries have contacted
me to ask about the system and I have
been happy to recommend it to them.”

Paul Middleton, Practice Manager,
Dapdune Surgery, Guilford
“We did have some concerns about how
our patients would respond to the change,
but we did, however, feel it would be
quickly accepted when, with the addition
of three times as many lines, patients
suddenly found a two hour engaged tone
a thing of the past.

We were getting a modern system for no
capital outlay. This meant that we were
providing a better service for patients,
saving them both time and money by
doing away with the need to redial. We
also liked the management system which
enabled us to measure the performance
of the service, our staff and the costs.”

Karen Sallis, Assistant Practice Manager,
The Cathedral Medical Group,
Chichester
"Whenever anything new is introduced,
there will always be a group of people who
are unhappy. However, with all the bene-
fits the system has brought us and our
patients I'm glad that this very small
minority didn't stop us from going ahead
with a system that has helped so many of
our patients."

Surgery Line makes life easier for reception staff
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Since it was launched in 2002, Surgery
Line’s aim has been to make the lives of
surgery staff and patients easier. Richard
Chapman, CEO of NEG plc explains that
“Surgery Line was developed to make it
simpler for the staff to handle incoming
calls and to make it quicker for patients
to get hold of their GP.” 

To celebrate the installation of the 500th
Practice using Surgery Line, NEG has
asked for the views of Practice Managers
from across the country on how they have
found using the system, what their
patients feel about calling an 0844 num-
ber and what they would say to a surgery
considering making the switch to Surgery
Line. The following are edited highlights
from the feedback we received. 

Alison Soos, Practice Manager, 
The Village Surgery, Llanbradach
“It’s easier for patients phoning into the
surgery.  We were initially concerned about
the queuing facility, but have actually
found that it helps the patients to know
where they are in the system. Patients are
getting used to the new way of contacting
the surgery and seem happy with the inno-
vative system. The staff at NEG are always
pleasant to deal with and very helpful. We
have been impressed by the company’s
obvious commitment to customer service. 
They are very helpful and approachable –
keep up the good work.”

Lynn Smith, Assistant Manager at 
The Lodge Surgery, Chippenham 
“The reception staff are very happy with
the system and the new equipment and
they find it easy to operate.  It has been a
pleasure to deal with NEG.  They are such
a professional company who genuinely
seem to care about the whole process.
The staff at NEG went out of their way to
support us throughout the transition and
kept us fully informed of any changes as
they happened. They were eager to ensure
that we were happy with the process
throughout. It is a major upheaval for a
surgery to change its number, 
but NEG ensured that the 
changeover was handled 

as smoothly as possible.  If any other sur-
gery were considering installing the system
with NEG, I would tell them to go for it!”

Paul Canham, Practice Manager, 
Llynfi Surgery, Maesteg
"We were able to handle most of our
incoming calls efficiently - most of the
time, but like many surgeries, we did have
problems during the morning peak.
Although we have 4 incoming lines,
before we had NEG's queuing system,
calls would come through to us, but they
would just ring out.  To our patients, it
must have sounded like we couldn't be
bothered to answer our phones - when in
fact staff were already speaking to other
patients.  I don't have any hesitation in
recommending the system. It's a cost
effective way of getting your hands on a
first rate phone system."

NETWORK EUROPE GROUP

Over 500 GP sites throughout the UK

Practice Managers have
their say over Surgery Line 

NEG is “famous for its customer care”

Richard Chapman, CEO of NEG, “easier for staff to 
handle incoming calls”

Surgery Line Best Of...1  6/6/05  9:33 am  Page 1

For more information on how the Surgery Line 
system can help you visit www.networkeuropegroup.com or call 0800 096 86 26For more information on how the Surgery Line 
system can help you visit www.networkeuropegroup.com or call 0800 096 86 26



What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, we have been swamped by positive
feedback from Practice Managers from
across the UK who have already switched
to Surgery Line. By doing so, they have
saved money, improved the service that
they offer patients and relieved the pres-
sure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

Siri Knott, Executive Manager,
The Cathedral Medical Group, Chichester
"We are very pleased with the new sys-
tem. Both patients and staff have given
positive feedback on the improvement in
our telephone service and I'm happy to
recommend it - and regularly do - to
other surgeries."

Roland Cundy, Practice Manager,
Binfield Surgery, near Bracknell
“The new phone system and telephones
have more than lived up to our expecta-
tions, as has the support from NEG. We
are now able to measure the effective-
ness of our system and use this informa-
tion to give the patients better access to
the surgery.

I have already recommended the system to
other surgeries and will be showing it to
them in the near future. Our patients now
have a much better access to the surgery -
it feels as if we have gone from the stone
age to the space age!”

Sharon Rees, Practice Manager,
St Luke’s, Guilford
“The partners and staff are happy with the
new system - we all feel very positive about
it. This system gives the surgery a chance
to improve their telephone system with a
first class package. We were particularly
attracted by the fact that the system could
provide us with more lines at no extra cost
to the practice.

The installation was well planned and did
not disrupt the surgery at all. We now find it
much easier to get a line to dial out, and
calls are also answered more quickly which
has to be good for our patients. We also
had good training on site - we have found
the service that we have received to be
very good throughout.”

Lee MacDonald, Practice Manager,
Church View, Wetherby
“Previously we had no way of identifying
and prioritising patients with an emergency.
As part of our installation package, we
requested an audible alarm. This means
that all staff within hearing distance of
reception are aware if there is a caller on
the line who requires urgent assistance.

All staff know that these calls must be
answered immediately – we think that this
is a useful service for our patients. The
benefits of Surgery Line are undeniable;
the system is excellent- it has been
designed for surgeries and it shows.”

Christine Zscherpel, Practice Manager,
Dr Patel’s Surgery, North Furzton &
Bletchley
“Our previous phone system was old and
simply didn’t have the lines or facilities
needed to process calls quickly. We felt
that we needed a more up to date system
which could improve our ability to handle
large numbers of calls more rapidly.

Our telephone lines are utilised much
more efficiently now and this frees up
reception time. We like the use of head-
sets and the system has generally made
call handling much quicker. The automat-
ed system works really well and the staff
have found it easy to use. The system has
brought us many benefits: it is simple to
use, we now have better control over call
handing and our automated out of hours
system works very well. It has fully lived up
to our expectations.”

Surgery Line makes engaged tones a thing of the past
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Introduced back in 2002, NEG’s
Surgery Line system has eased com-
munication problems at over 500 GPs’
practices across the country, making it
quicker and easier for patients to get
in touch with their doctor. 

“Surgery Line was designed to meet
the needs of both doctor and patient,”
explains NEG’s CEO Richard
Chapman. “Now that the system is
well established, we are striving to
continually improve it by seeking
feedback from our clients to ensure
that we are providing the best 
possible service and product.”

In fact, NEG were delighted to be
recently presented with a Business
Award for Innovation, because of the
success of Surgery Line. “The 
popularity of the system is indicative of
the need for affordable communication
solutions which use 21st Century 
technology,” adds Chapman. 

As part of the company’s commitment
to customer care, both before and after
installation, the views of surgeries using
the system are regularly canvassed with
an overwhelmingly positive response. 

The following extracts are all genuine 
comments made by current Surgery 
Line customers.

Helen Dean, Practice Manager 
at Five Oaks Family Practice,
Manchester.
“We can answer the phone much more
quickly now and calls are automatically
diverted to the appropriate department,
which frees up our front reception desk.If
any surgery were considering making
the change to Surgery Line, I would
advise them to go ahead as 
the system is a worthwhile 
asset to our practice.”

NETWORK EUROPE GROUP

Surgery Line is now used in all of the UK’s major cities 

Patients are now able to get through to their surgery
faster than ever 

Over 500 GP sites throughout the UK

Surgery Line sounds too good
to be true? Find out what the
Practice Managers think
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What is Surgery Line?
“Surgery Line is a cost-effective way for
forward looking surgeries to improve the
service that they offer to patients, reduce
stress levels for staff and self-fund a state
of the art phone system,” explains NEG’s
CEO, Richard Chapman. “As you can
see, this case study focuses on one of the
hundreds of surgeries that have already
switched to Surgery Line. By doing so,
they have saved money, improved the
service that they offer patients and
relieved the pressure on busy staff.”

You and your staff benefit
When a surgery switches to an 084
number, NEG will install and maintain the
most efficient communications system on
the market. You specify exactly what
equipment you want to receive (from
handsets to switchboards) for no extra
charge. With your own 084 number, you
keep about 2p from every call to re-invest
in your practice, instead of BT making all
the profit from calls to your surgery.

How your patients benefit
Patients benefit by having their calls
answered more quickly. The engaged
tone becomes rare – even at peak times -
because you are able to handle incoming
calls more efficiently, whilst patient calls
are spread out during the day. Calls to
084 or ‘lo-call’ numbers cost patients 4p
per minute, the same as the first minute
of BT’s standard call rate between 6am
and 6pm. This means that many
patients will actually pay less in total
because their call is answered and
processed more quickly. Significantly, the
cost of calls from mobiles remains
unchanged - these account for around
30% of all calls to surgeries.

The phone system that won’t test your
patients
“I’ve met a number of practice managers
who think that Surgery Line sounds
almost too good to be true,” says
Chapman, “but after it’s been installed,
they realise that NEG delivers everything
we promise, and more.”

For more information on how the Surgery Line system
can help you visit www.networkeuropegroup.com or call

0800 096 86 26

Brian Harrison, Practice Manger 
at Cottingham Medical Centre,
Cottingham, Kingston upon Hull.
“The Surgery Line system is so much
more reliable than our previous system
and has significantly reduced the number
of ‘dropped’ calls. It just sits there and
does the job - we don’t need to intervene
- it even knows when the bank holidays
are and plays the appropriate message
without any involvement from us.”

Jean Taylor, Practice Manager 
at Bath Street Medical Centre,
Sedgeley.
“The support from the customer 
services department has been fabulous.
They have responded quickly when we
have needed them, and the personnel
are always friendly and helpful.” 

Tony Mulville, Practice Manager at
Horsman’s Place Surgery, Dartford.
“The phone units are of a high quality
and the back up and support from NEG
has also been good. We particularly like
the facility for leaving voice mail mes-
sages as well as the overall standard of
the equipment – our phone bill audits
are also more comprehensive now. The
system has lived up to our expectations
and has much to recommend it – not
least the option of a high quality system
at a reduced cost.”

Mandy Roche, Practice Manager 
at Kingshurst Medical Practice,
Birmingham.
“We have completely changed the way
we work in Reception: calls are now
directly filtered to the correct people. We
have freed up two of the positions to
make the Reception area more user
friendly and to get more administration
work done. Before we had Surgery Line,
the phones never stopped ringing and it
was chaos.” 

Kay Danks, Practice Manager 
at Avon Medical Centre, Larkhall.
“Surgery Line is definitely the way 
forward: I would say to any surgery 
considering the system to go for it. I’m
sure that in years to come, everyone will
be using it.”

Pauline Patterson, Practice Manager 
at The Surgery, Lillie Road, Fulham.
“I had reservations about the number
change, but we actually received very
few complaints. We used to have the
occasional patient who was concerned
about the call charges, but we produced
an information sheet explaining the
costs and reasons for implementing the
system. Since we have been using the
system, our patients no longer complain
about being unable to get through, or
being cut off – it just isn’t an issue any
more.” 

Paul Middleton, Practice Manager 
at Dapdune House Surgery, Guilford.
“This system has been a great leap 
forward in technology for our practice at
very little cost. It will form the backbone
of future technology enhancements
leading to greater productivity and 
efficiency.”

Practice Managers claim that Surgery Line leads to
greater efficiency across the practice 

Surgery Line Town Best Of  8/12/05  12:54  Page 2


	10 - Chippenham
	17 - Haydock, St Helens
	18 - Cathedral, Chichester
	18 - Llynfi, Maesteg
	20 - St-Lumes, Guildford
	21 - Bletchley, Milton Keynes
	22 - Dapdune House, Guildford
	23 - Lodge, Chippenham
	24 - Bath Street, Sedgley
	25 - Binfiels, Bracknell
	26 - The Village, Llanbradach
	27 - Esplanade, Ryde
	28 - Lillie Road, Fulham
	29 - Manor Drive, Worcester
	30 - Cottingham, Kingston upon Hull
	31 - Horsmans, Dartford
	32 - The Amersham, Amersham
	33 - Kinghurst, Solihull
	34 - Pewsey, Wiltshire
	37 - Prince of Wales, Dorchester
	41 - Pinfold, Loughborough
	42 - Pease Way, Newton Aycliff
	43 - Pinder, Ferrybridge
	44 - Carmel, Darlington
	45 - Pershore, Worcestershire
	47 - Castle Donnington
	48 - Neath, Glynneath
	49 - Crawcrock
	50 - Southam Surgery, Southam
	51 - Manor Park, Leeds
	51 - Oakmeadow, Glenfield
	53 - Heath Lane, Chester
	54 - Stirling Road, Plymouth
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