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Comments from patients 18-Apr-2008

Practice 275: Number 18 Surgery

Sex

Age

Comment

Q18a: Is there anything particularly good about your health care?

M 60+ Treatment.

F 18-39 A wonderful surgery. All doctors, nurses and receptionists are very competent
and friendly, as well as professional.

F 16-39 In general | don't mind seeing any of the doctors, because | find them all
understanding, but if | see one about somaething, ! iry to see them again about
that particular thing.

F 16-39 No trouble with the care | receive at this practice.

M 60+ | am more than satisfied and grateful for the care and understanding | have
received from the doctors, nurses and staff of this practice.

M 80+ Time, patience and pertinent advice always available - 10/10!

™M 60+ Able to see the same GP each time {except emergencies).

M 60+ No complaints. Excellent staff, aiways.

M 60+ I've been with the practice fer many, many years, and that shoulid tell you
something!

F 16-39 GP never gives up. Always answers all my questions and fills me with
reassurance.

M 60+ | think all the doctors and staff are excellent.

M 60+ 1 usually see this or one of the other doctors. | have been coming to this
practice for many, many years, and our care has been unfailingly of a high
standard, showing persenal concern, as well as professional expertise.

M 60+ I've always been abie to have a good relationship with the doctors and discuss
medical matters properly, so | can understand what is happening.

M 60+ | reckon to have an understanding relationship with my regular doctor

M 60+ The distinct feeling of real caring in all senses.

M 60+ I've been fortunate to have a caring surgery for the many years | have lived in
the city. The doctors have ‘serviced” my needs very well. | think I've been
looked after extremely well.

F 16-39 | really appreciate the appointment system, whereby you can book an
appointment in advance, but if you need a doctor urgently, you can always get
in. Compared to other surgeries, having talked to friends, this one is excellent
in that regard!

M 60+ Appreciate regular check-ups.

F 16-39 Superb quality, from receptienists to doctors.

F 16-39 Friendly and efficient practice, with docters | feel confident in.

F 16-39 Always get appointments. Needs always met.

F 16-39 This is a very friendly and professional practice. it is never a problem getting
an appointment, and all of the practice staff are very helpful. My maternity and
health visitor's care has been excelient.

F 16-39 Thanks to the doctor for the great support and care.

F 16-39 Overall very good.

F 16-39 Very helpful, friendly staff.

F 16-39 Very caring practice.
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Sex Age Comment

F 16-39 Dedicated GP, goes the extra mile in caring for a disabled youngster.

F 16-39 The surgery team are all so kind and accommodating, really caring.

F 16-39 The advice and information.

F 16-38 Good attention to detail. All options covered in tests, and good explanation of
causes and freatment.

F 16-39 Very good doctors at this practice.

F 16-39 They are consistantly helpful and have time for you.

F 16-39 Very kind doctors. They have plenty of time for you and don't rush you. They
listen to your worries or concems.

F 16-39 | am particularly grateful for my dector phoning me at home after a cougle of
medical problems which eccurred. Both meant an awful lot to me, then and
now.

F 16-39 The surgery will always fit you in, in an emergency, and staff are friendly and
helpful.

M 60+ This practice is excellent all-round. My scores maybe don't confirm it! Almost a
pleasure to attend!

F 16-39 Helpful, friendly, pleasant environment. Very understanding and caring GP, no
matter how insignificant the problems may be.

M 18-3¢ This and one other doctor are very understanding.

M 40-58 Generally excellent, positive and personal.

M 40-58 Yes, it's free.

M 40-59 Can always see a GP when one of our children is ill. This is very good.

M 40-59 Been with the same practice all of my life, and there is/has been no reason to
change in that time.

M 16-39 It may take over twenty minutes to see my doctor, but when | do, the doctor will
not rush the consultation time and will be methodical. | therefore do not mind
the wait.

M 16-39 This is the best doctor | have ever had. Honest, fair, direct and always
extremely thorough. Goes the extra mile every time. | am very grateful for the
support given to me over the years. Thanks.

M 60+ All OK.

M 16-39 | have always found this doctor to be very kind. Always has time to listen and
offer a range of treatments to my advantage. The doctor genuinely cares and
uses the full appointment time.

M 40-59 Excellent, polite, caring team. Committed.

M 16-38 Doctor/patient relations. Being able to see a doclor that you feel comfortable
with.

M 16-39 Always there when you need it.

M 16-39 It is free and of a decent standard.

M 16-39 Always makes one feel at ease. Good listener and patient. Informative about
problem and treatment. Always advises us to phone at any time should cne be
faced with a problem or uncertainty towards a health issue.

M 16-39 | have received excellent care from all medical staff.

F 60+ | like all the doctors.

F 60+ | have no complaints about the doctors.

M 16-39 The people, that is the staff.

M 40-59 Overall, very good.

M 60+ A very friendly and relaxed atmosphere, which puts you at ease.
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Sex Age

Comment

M 60+
M 60+
M 60+
M 60+
M 40-59
M 40-59
M 40-59
M 40-59
M 40-59
M 40-59
M 40-59
M 40-59
M 40-59
M 40-59
M 40-59
F 16-39
] 40-59
F 60+
F 80+
F 60+
F B0+
F B0+
F B0+
F 60+
F 60+
F 60+
F 60+

This (my) GP is the most kind and caring doctor | have ever experienced.
Should be knighted! Part of a well run and compassionate team, forever
cheerful and helpful. Itis my privilege to be on this doctor’s list and a patient in
this practice.

| have nothing but admiration and deep respect for my doctor, both for the
doctor's ability, professionalism and compassionate nature.

| am generally very pleased with the staff and doctors at the surgery.

The health Gare that | receive is absolutely excellent. The other GPs, as well as
my usual GP, are always keen to make sure | am at ease during my
consultations. When | felt upset one day, my GP let me take my time and
showed great sympathy.

There is good fiexibility, so if my usual docter is not availabie promptly, | getto
see another.

Dactor is very caring and attentive.
This doctor is always willing to help.
Cancemn from the doctor.

Yes, all of it.

Yes.

| have been suffering from a psychological problem for a few years. This
dactor has been an excellent contibutor towards my recovery.

Yes. Certain doctors are very good at getting second opinions quickly.
It is easy to see this doctor in an emergency. |s very aware of my problems.
Professional and friendly staff (receptionists, nurses and doctors).

| am particuiarly impressed at how proactive the practice is in identifying issues
and seeking to resolve them.

Always vary caring. Excellent care!
Very personal and friendly team. Overall, excellent.

| have been very impressed with the level of care | have received, but for
emergencies or out-of-hours’ care, | cannat comment, and feel this should be
of paramount concern for the service. | am not happy about relying on NHS
Direct,

| have always found all the staff at the practice very helpful. | think this doctor
is excellent and caring.

‘Yes. Doctor and nurse keep a very close eye on my bicod pressure and
general health,

My spouse and | are very pieased with the very high standard of care. From
making our appointments, to attending different clinics run, to seeing our actual
doctor or getting repeat prescriptions, We are always dealt with in a kind,
caring and attentive manner that cannot be faulted.

Generally very good.

| have always found excellent help and thoughtfulness from my doctor and
surgery staff. Also applied to my late spouse.

| have generally been satisfied with the service I've received at this surgery.

At the moment | spend a lot of time abroad, but value highly the fact that when
I am in the city, everything ig as usual, very helpful if necessary.

Everyone is so helpful and friendly. You feel you can ask anyone about a
problem that you have.

Regular check-ups with the nurse and doctor. Good surgery is within walking
distance of our house. Reception always try to fix an appointment as soon as
possible.
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Sex Age Comment

F 60+ No complaints.

F 60+ Excellent.

60+ The nurses and doclors are very caring. | have always been satisfied with my
treatment.

F 60+ Good at listening.

F 60+ All the doctors here are dedicated to their work and care of all lhe patients.

F 60+ | have found every aspect of my health care at this surgery to be excellent. For
many, many years, | have never felt any reason to complain about anything.

F 60+ This surgery has always looked after me and my family extremely well over
many, many years.

F 60+ | am always treated with courtesy and respect. | feei listened to, and my
condition and treatment was explained cleariy.

F 60+ Always get full attention.

F 60+ Yes. | have found the practice in general, and this doctor in particular, to be
kind, helpful and caring.

F 60+ We appreciate the trust and confidence inspired by our regular doctors.

F 80+ | can always confide in the doctor and | have excellent care.

F 60+ The sympathetic and caring help received from doctors, nursing staff and
receptionists is much appreciated.

80+ Everyone is so good and kind. Doctars, nurses and receptionists.

F 60+ It is always possible to get an appointment, and the care they offer my spouse
is excellent. | couldn't wish for better. My spouse is a patient of one of the other
doctors.

60+ A brilliant and caring doctor.

F 60+ A sense of friendship, as well as medical advice.

F 60+ The care and concem at this practice is excellent. This has been true for
myself, my spouse {when gravely ill}, and our chiidren.

F 60+ | am always very happy with the way this practice cares for me.

F 60+ Have always had the most satisfactory attention and help.

F 60+ Regular checks.

F 80+ This is @ wonderful practice. Everyone works together to a very high standard.

F 60+ | consider that the care given by my GP is excellent in all respects.

F 60+ I have received excelient care at all times from this doctor.

F 16-39 Always listen and never rushed.

F 60+ | am satisfied with the whole set up.

F 16-39 One of the heaith visitors | had was absolutely fabulous. Always went the extra
mile. Any problem, and | was offered practical advice. My family thinks the
health visitor is marvellous and will be missed so much. A real loss for this
surgery.

F 80+ | have been a patient of this surgery for many years, and have always been
well treated.

40-59 1t is an incredibly caring practice here. Thank you.

40-59 | know that when | see a certain doctor, that person will knew exactly what to
do about anything, and will take the prompt, right action aiways to sort the
problem out and promote healing. That puts my mind at rest, and | trust this
persan, as | do most of the doctors in the practice. They are all good.

F 40-59 Have always had friendly, helpfui appointments with the doctors here. Never

felt rushed. llinesses expiained well.
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Sex Age

Comment

F 40-59 This practice is a model of excellence. Thanks.

F 40-59 Excellent regarding Investigations.

F 40-59 Offer helpful clinics.

F 40-59 Having known the doctars fer a long time, they know me/my histary/family well,
which helps. The doctor doesn't make you feel you are wasting the doctor's
time.

F 40-58 If a child needs to see a doctor, can normally get an appointment the same
day. Doctors are caring, listen and are very thorough, which Is excellent.

F 40-59 I cannot fault any of the doctors at this practice, They have been very
understanding and heipful, and provide an excellent service.

F 40-59 | have always found the staff, GP etc. very friendly. Only had one bad
experience, and that was with a locum GP.

F 40-59 My practice is excellent all-round.

F 16-39 Yes If's never a problem to any of the doctors I've met, if it's an urgent
appaintment for the children or myself. | say this is the most caring practice
I've used, and that includes reception too.

16-39 Asthma clinic very helpful,

16-39 My usual GP (not this one), ensures | am well looked after, especially co-
ordinating with others, such as hospital visits and specialists.

F 16-39 The practice has a very caring approach.

F 16-38 This doctor is always caring and very helpful, and never rushes a patient,
however tight the time schedules! The doctor is always willing to listen.

F 60+ Daoctor always listens, takes everylhing seriously, and has a very pleasant
manner.

60+ I've always been well lcoked after, and this is a beautiful surgery.

40-59 Very helpful and caring.

40-59 | feel lucky to belong to such a caring and professional practice. The service is
s0 good, | have written to them in the past to thank them,

F 60+ This doctor, who | usually see, knows quite a bit about my ongoing condition.
A lot of doctors haven't heard of it.

40-59 The level of care is excellent.

F 40-59 This is a tiptop practice. Good clinics for heart/asthmal/diabetes etc. Quickly
moved to consultants when needed. Highly caring attitude.

F 40-59 Saw another doctor last year about another issue. The doctor was very good
and very thorough, but | raised a concem last year about releasing confidential
(and embarassing for me!) information to a third party without my consent. The
information disclosed (which was inaccurate), put me in a bad light, and was
not relevant to the health issue for which | was being referred to a specialist. |
rang the GP to discuss it and the doctor apoiogised, amended the error on
computer, and there were no further incidents,

F 40-59 I usually see one of the other doctors, or occasienally this one. They both
always have time for me, and answer ali of my questions with clarity. They
have a caring manner.

F 40-59 Environment. Staff all friendly, with excellent communication skills. Practice
nurses are excellent,

40-59 Everyone is very polite and helpful, and | can see a doctor that day,

40-59 Personally, | am very pleased with the level of care and attention | get from any
of the GPs | see, including the staff. They are always willing to help and are
polite.

F 40-59 Always treated with respect and patience by all staff.

F 40-58 Very grateful for the service we receive and for the care of good physicians.
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Sex Age

Comment

F 40-59
F 40-59
F 40-59
F 40-59
F 40-59
F 40-59
F 40-59

| am always impressed by the politeness of the receptionists. Always smiling
and ready to help. My doctor is absolutely brilliant. Very kind and helpful, and
an exceltent doctor.

All of the doctors and others at the practice have tried to help me for many,
many years.

The docter is a real 'belt, braces and button' doctor, who leaves nothing to
chance.

| really appreciate belonging to this practice. The care, advice and attention we
have received as a family has always been excellent. The fact that it has been
Christian-based is important to us.

The same consistent high level of health care is provided by all the dactors
and nurses at the surgery. They are patient and genuinely caring. They are
interested in their patients.

Convenience of surgery to home. Ability to have same consultant to carry out
my next operation, albeit in the doctor's NHS hospital, not private this time!
Always patient and good.

Q18b: Is there anything that can be improved?

M 60+
M 60+
F 16-39
F 16-39
M B0+
M 60+
M 60+
M 60+
M 60+
M 60+
M 60+
F 18-39
F 16-38
F 16-39
F 16-38
M 16-39
16-39
16-39
F 16-39

Certain pieces of information should be relayed to the patient which are not.
New gualifications for issuing prescriptions. It created confusion in one of the
nurses’ minds that | could go to see a doctor, which was not the case. | had
every confidence in the nurse's qualifications, and was very happy for this
nurse to issue the prescription. | simply did not know that nurses were able to
issue prescriptions!!

Until recently, the PA system (or users?) could have been improved. That is
now improved. Thanks,

Not feeling so time pressured' when | see the doctor.
More street parking - too many empty residents' bays!

The PA system could be improved, especially for patients with damaged
hearing.

Can't think of anything!

Saturday moming surgery for urgent situations would be appreciated.
Not a lot.

No.

Would be beneficial if more treatments could be carried out in the practice
instead of the hospital.

Frankly, no.
Waiting limes (although probably unrealisiic).

Perhaps spend a bit mare time with the patient, and timekeeping needs to be
improved majorly. I'm always an time and always have to wait ten to twenty
minutes.

Water machine.
No.

If | was working in the week, it would be hard to get to see the doctors. Shops
and the like open at weekends, why not doctors?

Te be able teo ring and get an appointment soon.
Evening appointments, as it is hard to take time off work.

| was concerned to recently find out there is absolutely no cover for
weekend/night pharmacy services.
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Sex Age

Comment
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Have a more personable service for first time mums! This refers te materity
care, not the GP. It would be helpful to be able to speak to a doctor over the
phene outside of normal hours (weekends) for advice, not necessarily
emergency matters. Sometimes it's difficult to know whether something is an
emergency or not. NHS Direct is good, but often they refer you to your/a
doctor.

Waiting time reduced sometimes.

Yes. Train some NHS hospital staff to care for their patients. Treat them with
respect, so that the patients retain their dignity when most vulnerable.

Waiting time.

Parking near the surgery was difficult.
Waiting area could be improved.

No.

Open Saturday mornings.

Waiting times.

Flexible practice hours! For self-employed patients, 8.00am {e 6.00pm are the
times most people work. People tend not to come to the doctors with problems,
because they cannot afford time off work! This leads to them not addressing
issues that couid be solved early in the illness!

| don't think so far for me personally.
Not really - evening surgery?

Waiting times. It is not always easy if you have a busy schedule, if the doctor is
running ten to fifteen minutes late.

No. Leave the NHS to do a good job. The pubiic trusts cur medical profession
more than the government does.

No.

Later opening or weekends.

Evening/weekend appointments would be helpful.

Trying to call surgery during the daytime, outside hours is impossible.
No.

Yes, with sports injuries or related injuries, it would be helpful to actually see
the x-ray films or MR! scans to be able to understand what the injury is.

No.

Na.

No.

Perhaps a weekend surgery.

| can think of no improvements to our practice.
Less telephone waiting time please.

As hinted at in the questionnaire, evening and weekend access would be
good, but not absolutely essential.

Excellent in every way.

Saturday morning surgery would be heipful,
Na.

Nothing.

We couldn't improve on the care from the whole team. The receptionists,
nurses etc. are alil polite and helpful. Thank you!
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