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We would like to know how you book your appointments and how easy you find it to get the appointment you need.
How do you book your appointments with the practice?
· In Person - 69.
· By Telephone - 81.
· Online - 12.
· No response - 0.

Have you needed a same day/urgent appointment in the last six months?
· Yes - 69 (63.9%).
· No - 38 (35.2%).
· No response - 1 (0.9%).

If yes, how easy did you find it to get the appointment you needed?
· Very easy - 38 (35.2%).
· Fairly Easy - 22 (20.4%).
· Not very easy - 12 (11.1%).
· Not easy at all - 3 (2.8%).
· No response - 33 (30.6%).

Have you needed to book an appointment in advance in the last six months?
· Yes - 84 (77.8%).
· No - 24 (22.2%).
· No response - 0 (0.0%).

When you last booked an appointment in advance how easy was it to get an appointment for a date and time convenient to you?
· Very easy - 36 (33.3%).
· Fairly Easy - 31 (28.7%).
· Not very easy - 20 (18.5%).
· Not easy at all - 2 (1.9%).
· No response - 19 (17.6%).

Are you aware that the surgery offers pre-bookable commuter appointments between 7-8am Mon-Thurs?
· Yes - 81 (75.0%).
· No - 26 (24.1%).
· No response - 1 (0.9%).

Are you aware that if you speak to a member of reception they can take a message for one of the Doctors to call you back after surgery (or later that day)?
· Yes - 49 (45.4%).
· No - 58 (53.7%).
· No response - 1 (0.9%).

Do you know who to contact if you need urgent medical attention when the surgery is closed?
· Yes - 92 (85.2%).
· No - 16 (14.8%).
· No response - 0 (0.0%).

Have you telephoned the surgery in the last three months?
· Yes - 95 (88.0%).
· No - 13 (12.0%).
· No response - 0 (0.0%).

How easy was it to get through?
· Very easy - 33 (30.6%).
· Fairly Easy - 39 (36.1%).
· Not very easy - 17 (15.7%).
· Not easy at all - 8 (7.4%).
· No response - 11 (10.2%).

If it was NOT easy to get through please tell us why.
This is a free-text question, so analysis cannot be performed.
The following free-text responses were declared:
· Ringing on and on then cut off long(20 mins) wait (1)
· Lengthy wait. Once or twice system simply stopped (1)
· Sometimes you have to wait sometime to speak to some one (1)
· I called early morning and had to wait 10mins to get through (1)
· Takes a long time for receptionist to answer phone. sometimes up to 30 mins (1)
· Phone lines not always open ay 8am (1)
· because evey time I phone it don't go through till 20 mins after (1)
· Ofter egaged-long wait (1)
· Always engaged or takes ages to answer (1)
· 8am engaged all the time (1)
· Waiting a long time to answer 9am (1)
· I think I have mentioned this before. As you always have to hold to get through, you get a message every now and then, but it doesn't give you an idea of how long you have to wait or where you are in the queue (I'm sure there was this facility before). Then you finally get through to be told all appointments are gone for the day (especially if you want to see a certain doctor) and to call back the following day. If you don't get through by a certain time then it is much more difficult. (1)
· Phone just kept on ringing nobody answered and then it went dead three times in one day (1)
· only got music for a long time (1)
· phone kept on ringing (1)
· Just busyline,tells you to ring back few days time. (1)
· The phones rings wwithout anyone picking it up. when they do actually pick up mostley you are put on hold for couple of mins (1)
· 8am (1)
· PRESUMABLY receptionist was engaged on another call or dealing with a patient face to face as the phone just rang incessantly. Have tried mid-morning and early afternoon. (1)
· 8am Had to wait 30 mins to get through (1)
· 8am Phone line not open till after 8am system sometimes goes to Surgery closed message. (1)
· took 15 mins to get through (1)
When you telephoned how did you rate the greeting you received and the helpfulness of the person who answered?
· Excellent - 39 (36.1%).
· Good - 42 (38.9%).
· Average - 10 (9.3%).
· Fair - 3 (2.8%).
· Poor - 0 (0.0%).
· No response - 14 (13.0%).

Have you used the surgery’s online booking system?
· Yes - 16 (14.8%).
· No - 89 (82.4%).
· No response - 3 (2.8%).

How easy was it to use?
· Very easy - 11 (10.2%).
· Fairly Easy - 2 (1.9%).
· Not very easy - 2 (1.9%).
· Not easy at all - 1 (0.9%).
· No response - 92 (85.2%).

If it was not easy to use please tell us why.
This is a free-text question, so analysis cannot be performed.
The following free-text responses were declared:
· problem with password (1)
· don't use it (1)
· didn't work (1)
· password didn't work (1)
When did you visit the surgery?
· Today - 86 (79.6%).
· Within the last week - 13 (12.0%).
· Within the last month - 6 (5.6%).
· Within the last three months - 3 (2.8%).
· Longer than three months - 0 (0.0%).
· Never visited the surgery - 0 (0.0%).
· No response - 0 (0.0%).

How do you rate your welcome on arrival in reception?
· Excellent - 58 (53.7%).
· Good - 33 (30.6%).
· Average - 9 (8.3%).
· Fair - 7 (6.5%).
· Poor - 1 (0.9%).
· No response - 0 (0.0%).

When you have visited the surgery, which of the following members of staff have you seen?
· Doctor - 85 (78.7%).
· Practice Nurse - 18 (16.7%).
· Health Care Assistant - 5 (4.6%).
· No response - 0 (0.0%).

How do you rate the helpfulness of the Doctors?
· Excellent - 56 (51.9%).
· Good - 42 (38.9%).
· Average - 8 (7.4%).
· Fair - 0 (0.0%).
· Poor - 0 (0.0%).
· No response - 2 (1.9%).

How do you rate the helpfulness of the nursing staff?
· Excellent - 54 (50.0%).
· Good - 39 (36.1%).
· Average - 6 (5.6%).
· Fair - 3 (2.8%).
· Poor - 2 (1.9%).
· No response - 4 (3.7%).

How do you order your repeat prescription?
· In person - 42 (38.9%).
· By Post - 5 (4.6%).
· Chemist - 28 (25.9%).
· Online - 8 (7.4%).
· EPS - 6 (5.6%).
· No response - 19 (17.6%).

Have you experienced any problems/delays obtaining your repeat prescription?
· Yes - 10 (9.3%).
· No - 78 (72.2%).
· No response - 20 (18.5%).

If yes, please tell us what happened
This is a free-text question, so analysis cannot be performed.
The following free-text responses were declared:
· Chemist forgets to order it. (1)
· There is a delay in the surgery in the production and signing of the prescription that has been ordered online, eg a prescription ordered during the weekend is at the surgery for processing when the staff arrive on Monday. It is not printed out until later that day and for some reason sits in the reception until taken up to the Doctor on Tuesday morning. I have been to the surgery after lunch on Wednesday to collect and been told it is not available for collection until the end of the day or the following day (Thursday). (1)
· delay of a week twice in the last year (1)
· Doctor didn't sign it off (1)
· I have a prescription that lasts for six months, then after this I have to see the doctor for a review. Many a time I have ordered online only to be told at the chemist they have not received it. When I call you I am told that I need to be seen by a doctor. Unfortunately sometimes I have run out of my medication this can make me very anxious. I now make a note of it on my calendar, so this does not happen again. (1)
· Sometimes the wrong item is on the prescription, something I did not request. (1)
· chemist had run out of my pills (1)
· Wrong medications. Not in stock at pharmacy (1)
We would like to know if the information we provide is useful to you.
How useful is the information provided on the boards in the waiting room?
· Very useful - 24 (22.2%).
· Fairly useful - 46 (42.6%).
· Not very useful - 14 (13.0%).
· Useless - 3 (2.8%).
· Never Looked - 15 (13.9%).
· Don’t know - 6 (5.6%).
· No response - 0 (0.0%).

Do you have a copy of the Practice Booklet?
· Yes - 34 (31.5%).
· No - 74 (68.5%).
· No response - 0 (0.0%).

If yes, how useful is the information in the practice booklet?
· Very useful - 14 (13.0%).
· Fairly useful - 18 (16.7%).
· Not very useful - 0 (0.0%).
· Useless - 0 (0.0%).
· Never Looked - 1 (0.9%).
· Don’t know - 2 (1.9%).
· No response - 73 (67.6%).

Do you know that the surgery produces a quarterly newsletter?
· Yes - 39 (36.1%).
· No - 68 (63.0%).
· No response - 1 (0.9%).

If yes, how useful is the information in the practice newsletter?
· Very useful - 17 (15.7%).
· Fairly useful - 20 (18.5%).
· Not very useful - 1 (0.9%).
· Useless - 0 (0.0%).
· Never Looked - 0 (0.0%).
· Don’t know - 2 (1.9%).
· No response - 68 (63.0%).

Do you know that the surgery has a website?
· Yes - 76 (70.4%).
· No - 29 (26.9%).
· No response - 3 (2.8%).

Have you used the website?
· Yes - 34 (31.5%).
· No - 55 (50.9%).
· No response - 19 (17.6%).

If yes, how useful is the information on the website?
· Very useful - 15 (13.9%).
· Fairly useful - 14 (13.0%).
· Not very useful - 6 (5.6%).
· Useless - 0 (0.0%).
· Never Looked - 2 (1.9%).
· Don’t know - 0 (0.0%).
· No response - 71 (65.7%).

What improvements have you noticed and what improvements would you like to see at the practice?
This is a free-text question, so analysis cannot be performed.
The following free-text responses were declared:
· loving online booking (1)
· More staff answering the phones. Information given on the neon notice to let patients know if a doctor is running late and by how long approximately. (1)
· Waiting a long time to see dr or nurse. needs to be improved waiting more than 45 mins to be called is very poor (1)
· I would like to see iteasier to obtaon appointments. The suegery needs painting (1)
· I have noticed that the receptionists are more willing to do more for patients (1)
· Ive just registered with the practice and have so far found the experience very positive. I cant think of any improvements you can make. (1)
· customer care needs improvement. waiting time too long (1)
· telephone lines have improved. surgery could do with decorating (1)
· Waited an hour for appointment as doctor running late. But if you are 10 mins late you lose your appointment and have to book again.It would be helpful if the electric board showed if dr's are running late (1)
· love the early morning appointments and getting through on the phone has really improved (1)
· I have only just become aware of the website I will look again (1)
· keep up the good work (1)
· Waiting times can be improved (1)
· better disabled access please. never able to park in disabled bay (1)
· paint/decorate waiting areas (1)
· I haven't seen any improvements (1)
· on line booking system is great (1)
· telephone lines are much improved (1)
· have signed up for online appts so hoping that works well. will save waiting on phone (1)
· Better telephone system (1)
· If you have a problem see the pfactice manager, shes great (1)
· telephone system much better. surgery needs a facelift (1)
· The waiting time to see dr is relatively shory.When you book apt it is not satisfactory being told there is not one available for two days ahead (1)
· all good (1)
· More doctors (1)
· The surgery is excellent. Keep up the good work (1)
· The practice seems well run and reasonably efficient. I would do more to look at the on-line services (1)
· reception staff are very kind and helpful (1)
· nice receptionists (1)
· online appts (1)
· could do with a lick of paint (1)
· have just found out about online service. will sign up (1)
· no computor (1)
· my experience of the surgery has always been good. (1)
· only recently joined the surgery and have been impressed so far (1)
· easy appointment on the phone (1)
· probably need more admin/reception staff (1)
· better booking of appointments. better respect for patients (1)
· Easier appointment book on the telephone (1)
· Improved telephone system so it's easier to get through than previously. It would be even better if the voice told you how long you would have to wait. Improvement needed in reception - other surgeries have electronic check-in why not here? The ground floor reception is filthy and looks thoroughly unhygienic, just the place to pick up infection! Longer hours or later hours at least one day a week would be helpful. A commuter clinic at a time when people have to get to work is not as good as a late night or a Saturday. (1)
· signs for toilet (1)
Are you
· Male - 34 (31.5%).
· Female - 41 (38.0%).
· No response - 33 (30.6%).

Date of Birth
This is a free-text question, so analysis cannot be performed.
The following free-text responses were declared:
· 23/9/1977 (1)
· 25/05/1919 (1)
· 1970 (1)
· 1948 (1)
· 1973 (1)
· 16/12/1976 (1)
· 08/05/1987 (1)
· 1986 (1)
· 03/07/1957 (1)
· 23/04/1961 (1)
· 21/03/2016 (1)
· 13/09/1972 (1)
· 8/10/40 (1)
· 1958 (1)
· 1988 (2)
· 9/8/1950 (1)
· 8/8/69 (1)
· 09/11/1941 (1)
· 10/01/86 (1)
· 27/02/964 (1)
· 1969 (1)
· 25/5/1919 (1)
· 5/9/88 (1)
· 5/5/1982 (1)
· 14/05/80 (1)
· 14/02/1975 (1)
· 6/9/1989 (1)
· 8/11/78 (1)
· 1972 (1)
· 23/7/1979 (1)
· 24/04/1960 (1)
· 02/01/1975 (1)
· 1/6/1985 (1)
· 1965 (1)
· 1985 (1)
· 25/06/1986 (1)
· 27/11/60 (1)
· 17/09/1960 (1)
· 25/05/1978 (1)
· 24/06/1913 (1)
· 30/3/1936 (1)
· 9/91975 (1)
· 01/03/1989 (1)
· 14/10/1928 (1)
· 04/03/1975 (1)
· 1950 (1)
· 1940 (1)
Thank you for completing this questionnaire
