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Introduction

The purpose of the survey was to find out the patient’s views of both
how the practice performed and the services that are offered,
together with their opinions about how well the staff assisted
everyone.
The answers and comments then will enable us to develop any
necessary action plans to improve the overall service for all.
The survey was conducted
during February and March
2018.

3

Introduction.

The survey was made available to patients through several sources,
namely;
• At Reception when attending the surgery.
• On the Website.
• Emailed to all members of the PPG Consultative Group.
• Emailed to other patients who had given email addresses to
the Practice.
The questionnaire also asked for basic information about the patient
such as; age group, sex, and ethnicity, to assist in the analysis.
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Introduction.

• The Results are shown on the following pages in graphical form.
• The results of most questions are shown by gender and age
groupings to assist deeper understanding.
• Also all the comments that were made are shown at the end.
• Whilst overall the results show, on average, a very positive result we
must not become complacent.
• Therefore, in the spirit of continuous improvement, emphasis
should be concentrated upon the negative responses with a view to
becoming even better in the future.
• ‘Thank You’ to all the Patients who took the time to give us this
feed-back, it is very much appreciated.
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Results.

We have had a total of just under 200 questionnaires returned to us.
Below shows the actual percentages by sex, age and ethnicity.

Actual % is the
total RMC patient
population
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How do you feel about our staff?

• Last time you saw or spoke to a Doctor….
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How do you feel about our staff?
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How do you feel about our staff?

• Main Reception Desk.
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Telephones & Appointments?

• How easy to get in contact?
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Repeat Prescriptions
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Our Premises.
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Patient Participation Group (PPG)
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Would you recommend us?
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Comments ~ Praise (1)

• Excellent in all departments.
• Have often been in waiting room when cleaner is on duty and she
was doing a thorough job.
• Very helpful all round. Well done to you all.
• Always been happy with surgery.
• The surgery has been newly refurbished and is excellent in
cleanliness and utilising space.
• Very good surgery.
• Very helpful staff, good and caring doctors and nurses.
• Very good service.
• No issues, very good service.
• Very good service.
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Comments ~ Praise (2)

•
•
•
•
•

•
•
•

No problems at all.
Relaxing environment, very clean.
Cannot fault it at all.
I am actually impressed with the professionalism of everyone from
the reception staff, nurses and the doctors.
My wife and I have been using this surgery for 45 years and have
nothing but praise for all the help and attention they have given us.
Excellent, friendly, accessible surgery. Much improved since the
recent refurbishment.
All OK. Have dealt with me and my wife very good.
Always been happy with the surgery, have used it for approximately
twenty years.
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Comments ~ Praise (3)

• All members of staff are very good, no complaints, they are a very
good team.
• Overall, very good GP. Very fast referrals to scan/bloods etc.
• Lovely bright and airy, very much improved since the refurb.
• Seen the cleaner working hard on numerous visits. Very friendly
and welcoming staff.
• The best doctors surgery you could ask for, including staff! Thank
You.
• Always very clean.
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Comments ~ Prescriptions (1)

• Allow chemist to repeat prescribe as my attendance has dropped
due to work commitments in getting meds ordered.
• Repeat prescription not arriving at Lloyds Chemist when said, on
more than one time. Would like to be able to book appointment on
line, and more appointments after 17:00 in the day.
• The repeat prescription service needs a lot of looking at. I have
prescriptions regularly for myself and my daughter and 95% of the
time, items have been missed off/wrong items prescribed. Almost
every time I have to come back to redo it, and it is not uncommon
that I return 3 or 4 times until the prescriptions are correct. Also,
for a general appointment it is not uncommon for me to have to
wait 2-3 weeks to see someone, I feel that this is too long to wait.
Everyone is always friendly and approachable, which is good.
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Comments ~ Prescriptions (2)

• I used to be able to order repeat prescriptions at the chemist, this
was very useful. Since that stopped I have not taken medication as
it is inconvenient to get to the drop-box in reception outside
working hours. It was a step backwards to stop this chemist based
service. See people on time! This is why you get so many missed
appointments. Takes weeks to get an appointment then disregard
for time management.
• Repeat prescriptions are sometimes difficult to get if you don't have
internet access and are asked to come down but you have poor
mobility. However they sometimes let me order over the phone.
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Comments ~ Premises

• Whilst the renewal and extension to the surgery has been a great
improvement, the environment is very cold and impersonal. It is
not a welcoming experience, it is just very clinical.
• Reception is very cold, clinical and far from relaxing. It needs some
plants and pictures to make it feel warmer.
• Very white, maybe have some paintings on walls from local artist.
• A few books to read while waiting.
• More of the GP's should use the screens to call patients, the nurse
should have that option too.
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Comments ~ Appointments (1)

• Please improve the telephone service as patients are put on hold
for a long time. Sometimes it is easier to drive down to the surgery
to make appointment in emergency than being on hold over the
phone.
• Saturday opening would be very good for people like me who work
long hours.
• Need to make it easier to get an appointment instead of being told
to phone at 8:30 the next morning. It is very difficult to phone
when I am at work to be on the phone for 10-15 minutes or more.
(Discrimination against those who work).
• Phone lines are very hard to get through since you changed the
system.
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Comments ~ Appointments (2)

• Calling to book an appointment at a single time on the day is
problematic for most people. Some times I ring for 2 to 3 days
before I can get an appointment.
• I prefer to book appointments on line unless needed the same day.
Phoning on the day, can't get through. After 30 minutes of redialling told you are no. 10 then all appointments are gone. Is it
possible to have a taped answer for when all appointments have
gone?
• Getting an emergency appointment is almost impossible. I ring
from 8:30 and the lines are engaged (I use both numbers), and by
the time I finally get through all the appointments are gone. It's
very difficult to get an appointment when you work full time.
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Comments ~ Appointments (3)

• Trying to book an appointment is difficult on the same day as the
waiting on the phone takes a long time, by the time you got
through the appointments have run out. So that can be a problem.
• It is very difficult to get appointments even if your feeling ill you
have to wait up to three weeks and when you phone in they always
say there are none.
• Be great to not have to wait so long on the phone when calling at
8:30 to try to get an appointment only to find they have all gone.
Not sure how you would tackle this though!
• It is difficult to get through for an emergency appointment,
however on most occasions you still manage to get the same day.
• Phone lines are very hard to get through since you changed the
system.
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Comments ~ Appointments (4)

• More appointments for people who work full time and can't always
ring at 8:30 as busy at work. More general health check ups which
include blood, urine etc.
• I think waiting for a doctors appointment is wrong and as for
phoning on the day at 8:30 is ridiculous as everyone else is doing
the same. A few days wait is acceptable but not three weeks as I
have just had to wait. Routine stuff then waiting a bit longer isn't so
bad but when you need to see a doctor urgently its not on. The
system needs changing!
• I feel it is not always easy to get an appointment.
• Same day appointments are extremely difficult to get. Appointment
system could be better.
• It's just hard to book an emergency appointment.
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Comments ~ Appointments (5)

• The system for booking appointments is unsatisfactory. The frantic
dialling at 8:30 usually results in there being no appointments left
for that day - very frustrating.
• Extend time to book appointments the same day. Book
appointments not only on the day for same day, should consider
advance bookings.
• I find it frustrating to get an on the day appointment. I got through
at 8:35 and the earliest appointment is 5pm. It was a much better
system when you could ring at 2pm also. If you don’t realise you
need to see a doctor by 8:30 you have no chance of getting one,
which is concerning with children. The pre bookable ones are
weeks ahead.
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Comments ~ Appointments (6)

• Could more appointments be made available online, there never
seems to be very many available and when they are, they are one
or two weeks away. Could not more online appointments be
released each day for the next day? I realise this may be difficult
but it would save receptionist time dealing with appointments.
• With my limited experience with visiting the surgery, there may be
room to be more flexible with appointments. If one is a little late
they miss the appointment due to the timetable. It would be
appreciated if the practice could accommodate and not have to
make another appointment.
• The system for booking appointments is unsatisfactory. The frantic
dialling at 8:30 usually results in there being no appointments left
for that day - very frustrating.
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Comments ~ Appointments (7)

• I feel it is not always easy to get an appointment.
• Every time I come, appointments are late (20 minutes +) Doctors
rush me. Nice building. Reception staff are caring, helpful never
make you feel like you are wasting their time.
• It is difficult to get through for an emergency appointment,
however on most occasions you still manage to get the same day.
• GP appointments need to be available more easily.
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Comments ~ Appointments (8)

• More appointments for people who work full time and can't always
ring at 8:30 as busy at work. More general health check ups which
Include blood, urine etc.
• I have ticked not sure to the last question as getting same day
appointment is impossible if you don’t ring at 8:30. Other than that
I would be happy to recommend, this reason makes me consider
moving but maybe all surgeries are the same.
• Find it difficult to get an appointment within week, have to wait too
long. When you ring at 8:30 am you are in a queue then when you
get through there are none left. I find it difficult to ring at this time
due to health reasons, have trouble getting up. System where you
come and wait for appointment at surgery much better.
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Comments ~ Appointments (9)

• You need to be more flexible to make appointments not just first
thing in the morning at 8:30. If you phone at 8:35am all
appointments are gone. You should have appointments on
afternoon as well, be able to phone at 2:30pm like before, a lot
better system, it makes more sense. Would make patients more
happy.
• To see a doctor have to wait too long for appointment.
• Have difficulty getting through at 8:30 am, phone is still on out of
hours.
• Make it easy to get appointment on same day or when you have
time. We have to wait for appointments.
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Comments ~ Appointments (10)

• Sometimes have to emphasise my daughters ages (2 & 4) when
requesting a paediatric appointment. Maybe non-clinical staff
could establish patients age prior to offering an appointment way in
the future. Reception signpost me to ED for a 4-5 week old
muscular injury. NOT appropriate! Next appointment was two
weeks away. Appreciate they may not be trained to triage or refer,
so don't.
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Comments ~ Staffing (1)

• Just feel the practice needs at least one more doctor to help
alleviate the long wait for an appointment.
• An eczema nurse I think would be an asset to the surgery. The
nurse would be able to advise on the correct use of creams.
• I think the receptionists can be quite standoffish - they are not
particularly friendly or approachable. Nurses are very good.
• My last experience with a GP was not good. Had a telephone
consultation, thought I was allergic to meds prescribed but to
continue for 3 days then come into surgery. Following day admitted
to A & E with allergic reaction to meds. Time before, misdiagnosed
with sprained ankle, told to strap it up. Actually had an Achilles
tendon tear, strapping was the worst thing to do.
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Comments ~ Staffing (2)

• Wish doctors could spend more time with you, I don’t complain
about a lot of things. The staff are very good, been with Richmond
Road for 30 years, I am not going anywhere.
• On the occasions when I have seen Dr Foo or Shanbhag I have been
satisfied with the appointment.
• Doctors change frequently which makes it difficult as a patient to
get to know any one doctor.
• Staff at reception needs to be more helpful.
• Don't get acknowledged by reception staff. I have walked into three
reception staff and none have looked up. Rarely seen on time. Can
be calling from 8:30 - 9:00 and still not get answered. When you
get through appointments all gone. Also have been disconnected
when I had been waiting on line.
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Comments ~ Staffing (3)

• I have marked my previous visit as excellent as I was seen by Vicky.
The previous four times I was seen, the doctor was short and
unhelpful. But I am not sure if doctor still resides here.
• Since a certain male doctor left I've never had any issues at all, in
fact only praise.
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Comments ~ Other (1)

• If you are late they stop you from seeing a doctor even though the
GP is running late.
• Only one complaint, not enough time.
• Limited time, we are whole people and need to discuss more issues
than one at times to resolve situations, no medication needed.
• Wish you were open on Saturday as I work 8 to 6.
• Later opening times would help people who have full time jobs.
• Automatic door would help.
• Be able to bring push chair into surgery would help improve things.
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Comments ~ Other (2)

• Please provide a high chair to secure toddlers during appointments
regarding the parent as pushchairs are not allowed in the surgery. A
couple max. would help as unattended toddlers can be dangerous
and get hurt. Could GP's improve the referral system as the right
solution is too often offered too late, causing a worsening of the
patients condition and waste of money for the system and time for
the patient. Could GP's avoid searching on Google for a solution to
the problem. Patients can do that for themselves (without a
degree). Could GP's explain better the reasons behind the choice of
treatment offered. Patients will feel reassured and will help them
understand better what's happening.
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The next steps ……

• To publicise the results to both staff and patients.
–
–
–
–

Full Copy on Website
Full Copy available in Reception
Full Copies to all PPG Members
Summary in Newsletter

• Practice Management and the PPG Steering Group will analyse the
results.
• Jointly develop action plans, where necessary, to improve specific
areas.
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