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Introduction 

The Grove Medical Practice has a long and proud history of innovative medical care dating back over 
101 years.  This past year has been no exception as we have, amongst other things, given the exterior 
of the Health Centre a much needed makeover, installed state-of-the-art cycle facilities, completed a 
year of health walks, designed and launched an innovative ‘Patient health wallet, pioneered  
‘Prepare/Remember’ cards, improved our internal signage and made significant back-office changes 
to improve the running of the practice.   

In addition we developed we have continued to develop our online services and our website was 
shortlisted for a prestigious national award for innovation.  This year has also seen several changes in 
the partnership.  We have said fond farewells to Dr Shani Bolland and Dr Simon Fraser and welcomed 
Dr Hana Burgess and Dr Dinusha Arulrajan.  

Our History 

The Practice was founded in 1912 by Dr Alderson who ran a ‘panel’ under the 1911 ‘National 
Insurance Act ’ at 350 Shirley Road, Southampton.  That was the year the Titanic sank and many of 
the crew lived within a mile of the surgery so the effect of their loss on the community must have 
been profound.  There is more information about our history on our Facebook page.   

In 1978 the practice moved to the newly built Shirley Health Centre, just 100 yards from our previous 
home. 

The care of our patients is a team effort with domestic, admin, reception, nursing and medical staff 
all playing a vital role. At present we have 6 partners but as an approved training practice, with a long 
history of equipping the next generation of doctors, we are delighted to have registrars and medical 
students join us.  (Over the past 40 years we have trained over 50 registrars.) 

Patient Participation DES 

We are constantly trying to improve our services and more importantly the health outcomes for our 
patients.  

In order to ensure our patients views are fully represented in the development of our services we 
have set up two representative bodies: 

 Patient Participation Group  (PPG) This currently has 9 patient members and meets 
quarterly 

 Patient Representative Group (PRG) over 1700 patient members who have agreed to take 
part in on-line surveys 

This year the practice once again participated in the Patient Participation Directed Enhanced Service 
(DES), a  DES issued in April 2013.  The purpose of the Patient Participation DES is to ensure that 
patients are involved in decisions about the range and quality of services provided and, over time, 
commissioned by their practice.  

There are six key steps to implementing the Patient Participation DES: 

Step 1:  Develop a structure that gains the views of patients and enables the practice to obtain 
feedback from the practice population, eg a PRG. 

Step 2:  Agree areas of priority with the PRG 

Step 3:  Collate patient views through the use of a survey 

http://www.dailyecho.co.uk/heritage/titanic/crew/map/?ref=fb
https://www.facebook.com/GroveMedicalPractice
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Step 4:  Provide the PRG with opportunity to discuss survey findings and reach agreement with 
the practice on changes to services  

Step 5:  Agree an action plan with the PRG and seek PRG agreement to implementing changes  

Step 6:  Publicize the actions taken and subsequent achievement 
 

1. Our structure of representation 

To discover how representative our PPG and PRG are let’s first take a look at the profile of the 
practice 

Profile of practice 

Our practice list size is currently 10,117 and static 

The Age/Sex distribution of our patient population is shown below. 

As you can see it is broadly representative of the population demographic for England – though 
not  representative for Southampton City whose large student population swells the 17-29 year 
old bands.   

 

Age Sex 
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This difference is significant for the practice, because by and large, patients in this age band 
consult less often and have better general health.  The implication is that for the same number 
of patients the Grove is likely to have a higher average workload per registered patient.     

Deprivation 

Furthermore we have a higher than average score on the deprivation index which once again 
contributes to higher morbidity and workload 

 

 

Language 

The third component that contributes to increased workload is the variety of languages spoken 
by our patients. This explored in more detail in the section on ethnicity and language. 

We have been recording the first language of new patients registering with the practice since 
2003.  At present our patients speak 26 languages.  Although most patients speak English, we 
have a sizeable minority of Polish speaking patients who have registered. In the past 10 years 
the figures are as follows:   

 English (74%) 

 Polish (18%) 

 Portuguese, French, Punjabi, Russian, Spanish (all around 1% with the other 19 languages 

spoken by a very small minority).  

Key Morbidity Indicators 

Our patients differ from local and national averages in a number of significant areas. 

For example, as you can see from the data below, extracted from published NHS sources, we 
have one of the highest recorded incidence of obesity in Southampton, with 14.3 % of our 
patients having a BMI greater than 30. (Down from 16.2% in 2010/11) This has been one of the 
factors that has driven our healthy active lifestyle approach in recent years.  
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Involving our patients deciding priorities 

Representation 

Over the past 30 months we have worked hard to ensure that the PRG is representative of our 
registered patients by publicising the details of the group in the following ways 

 posters displayed in our waiting room written in English and Polish 

 announcements on the waiting room PowerPoint screen in English and Polish 

 information on the Grove website  

 invitations to join the group given at our Flu vaccination clinics  

 information linked to our self BP check service 

 a checkbox option linked to registering for on-line prescriptions and appointments   

 alongside details of the group we have offered easy sign-up options in writing and on on-
line. 

Furthermore we have tried to identify gaps in representation (eg younger patients and Polish 
speakers) and set up initiatives to attract their involvement (e.g. Facebook, Polish notices etc). 
Lastly, we have issued personal invitations to a number of people in the areas where we are less 
well represented.   

Profile of patient participation groups (PPG and PRG groups) 

The following data shows how effective we have been in getting a representative sample of 
patients. 

Patient Participation Group   

We have a fantastic PPG comprising 9 patient members. It meets quarterly in the Health Centre 
to offer the Practice support and advice.  The Group had its first meeting in July 2011.  Members 
of the group were made aware of the opportunities to assist the practice by word of mouth 
during consultations, the waiting room PowerPoint presentation, posters in Reception, through 
the website www.gogrove.co.uk and by direct invitation.  Because of the large number of Polish 
speaking patients we have publicised the opportunity to serve in both English and Polish. The 
group meets in the evening to make it easier for those in employment to attend.  The agenda is 

For further information regarding the 

health of our patient population click on 

this link:  Health Profile of Southampton 
 

http://gogrove.co.uk/patient-representative-group
http://www.gogrove.co.uk/
http://fingertips.phe.org.uk/profile/general-practice/data#mod,5,pyr,2013,pat,19,par,10X,are,J82088,sid1,3000010,ind1,201-4,sid2,-,ind2,-
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set by the patient appointed chairman of the group and the dates and times are agreed by the 
group. 

The age / sex demographics of the PPG is as follows 

 Female: 5 (TH, MR, FW) 

 Male:  4 (RS, LG, PW, PB,   

 Ages: 30 - 44 x3, 45 - 60’s x 2, 60 +4 

 Disability: One wheelchair user 

 Polish: 1 Polish speaker 

The group feels it is probably around the optimum size (8-12 patients) to maximise their sense 
of ownership and participation.  We are still actively trying to recruit younger patients and those 
from the Polish speaking community who account for approximately 10% of the practice 
population. 

The quarterly meetings are highly collaborative ventures and are chaired by a patient with 3 or 4 
members of the practice attending to answer questions and be part of the discussion.   

The meetings are lively and fun and we are privileged to have a group of patients who are 
supportive and committed to help us get even better.  During the course of the year the PPG 
have  offered their advice on a wide range of issues including suggesting the key questions to be 
asked in our annual survey to our larger Patient Representative Group.  They also invited FRIENDS 

OF TESTVALE SURGERY to join one of their meetings to share their experience of running a 
volunteer led information centre and our PPG have encouraged the practice to partner with 
them in participating in a study about physical activity in older age.   

Patient Representative Group  

This is a second patient group which is comprised of about 1746 patients (17 % of our practice 
population).  They are patients who have kindly agreed to take part in on-line surveys to give us 
feedback on how we are doing.  This virtual group has been assembled over 18 months through 
posters in English and Polish, signup sheets in the surgery, Powerpoint presentations in the 
waiting room, Web based invitations on the www.gogrove.co.uk web site and all QOF & Flu vac 
invites. 
 
How representative are the PRG and Survey respondents? 
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http://www.gogrove.co.uk/
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Better representation across ages  

In previous years we have notices a response bias towards older patients which probably 
reflects the increased use of the Grove Practice by this group of patients.  However we were 
keen to get a more representative response by developing a Facebook site and Twitter accounts. 

This year we are particularly pleased to have achieved responses from a more representative 
group of patients this year.   

 

Sex distribution of completed surveys 

Gender Number % 

Male 154 41.4% 

Female 218 58.6% 

Ethnicity & Language 

This year we again decided to use an individual’s self-definition of their ethnicity rather than the 
current ONS ethnicity codes.  We did this for a number of reasons.   

 The purpose of the questionnaire was to give the practice useful information to improve 
patient care – not to provide comparative data with other practices 

 We are aware that some people see the ONS ethnicity codes are as a modern day form of 
apartheid.  

 We know our patient group well – and wanted to see if it was possible to gain extra 
information about our patients from European accession countries  

 We took advice from an expert in race relationships who supported our approach 

Results of question “How would you describe your ethnicity?”  (where answered) 

The results were interesting!  Our patients chose to describes their ‘ethnicity’ in the following 
ways: 

 skin colour and ethnicity 

 nationality or regionalism 

 skin colour alone 

 other (such as temperament, don’t know etc)  

One of the most telling responses was a patient who simply said;  

“We'll never be equal whilst we are asked to answer questions like this.” 
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Breakdown of results( grouped by type of response) 

Skin colour and ethnicity 
Nationality / 
Regionality 

Skin colour Religion Other responses 

No. Text No. Text No. Text No.  Text No. Text 

153 White British 60 British 38 White 2 Christian 1 No comment 

25 White English 24 English     2 
Church of 
England 

2 
I do not know what ethnicity 
means!? 

4 White Caucasian 1 

I'm English born 
and still proud 
of being British 
in the best 
sense! 

  
1 Orthodox 1 

We'll never be equal whilst we 
are asked to answer questions 
like this. 

6 White European 1 
Indigenous 
English   

    1 I do not know 

4 Caucasian 1 

Born in 
Scotland -lived 
most of my life 
in England . 

  
    1 I wouldn't 

1 
White - Anglo 
Saxon 

1 
A white 
Geordie!   

    1 Fair 

2 White, not British 1 Scottish 
  

    1 Fine 

1 White and Asian 3 Irish 
  

    1 Interested 

1 
White man, Slovak, 
married 

3 European 
  

    1 OK 

1 Black British African 1 
European....if 
you mean 
ethnicity   

    1 Good 

    1 
Eastern 
European   

    1 Out going 

    1 
European/ 
Danish   

        

    1 Italian 
  

        

    2 Polka 
  

        

    1 Romanian 
  

        

    1 Greek 
  

        

    1 Turk 
  

        

    1 Spanish 
  

        

    4 Asian 
  

        

    1 British Asian 
  

        

    1 Anglo Indian 
  

        

    1 Indian             

Language 

We have been recording the first language of new patients registering with the practice since 
2003.  At present our patients speak 26 languages.  Although most patients speak English, we 
have a sizeable minority of Polish speaking patients. Many patients for whom English is not their 
first language use a telephone translation service (‘Language line’) or face to face translators 
who come with them to the consultation.  The use of these facilities has increased dramatically 
in recent years.  Because such consultations taken twice as long, this has reduced the overall 
number of consultations available (we book double length consultation when translation is 
needed). It also undoubtedly adds to the NHS costs of delivering care. (We estimate that each 
appointment where translation is needed costs an additional £40 on translation alone.)  

Over the past 10 years the recorded figures of language preference for new patients are: 

 English (74%) 

 Polish (18%) 

 Portuguese, French, Punjabi, Russian, Spanish (all around 1% with the other 19 languages 

spoken by a very small minority).  
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PRG Survey Figures for languages spoken 
This year we tried to make it easier for our Polish speaking patients to respond to our PRG 
survey and constructed it in two languages (English and Polish). We identified Polish speaking 
patients on the PRG group and sent out 176 surveys in Polish to this group.  We were delighted 
to see that our efforts seem to have paid off and this year 7.6% of the responses came from 
Polish speaking patients with another 5.2% speaking other languages. (A total 12.8% response 
from patients for whom English was not their first language)  This is up considerably from last 
year when the response rate was just 2.2%  

 
Language preference of completed surveys 
English 355 87.2% 

Polish 31 7.6% 

Other 21 5.2% 

 
Breakdown of ‘other’ 

 

 
 
 
 

2. Areas we surveyed and why we chose them 

Our PPG helped us formulate our strategy.   

Discussions were held with our Patient Participation Group on 26 June 2013, 12 September 2013 
and 18 December 2013 to help determine the key areas to be surveyed.  They suggested issues 
they thought were priorities for  our patients and in addition we consulted previous surveys, 
reviewed patient comments and complaints (both in writing and from the website) and asked 
staff and doctors about the comments patients made to them regarding our service. 

In deciding our priorities particular attention given to the identification of the following:  

 Patient’s priorities and issues   
 Practice priorities and issues including themes from compliments and complaints 
 Planned practice changes 
 Potential Care Quality Commission (CQC) related issues 
 National GP survey issues   

Spanish 3 

Romanian 2 

Slovak 2 

Danish 1 

Galician 1 

Greek 1 

Italian 1 

Latvian 1 

Portuguese 1 

Turkish 1 

Chinese 1 

German 1 

Greek 1 

Spanish 1 
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3. Summary of our patient views and how we obtained them 

In order to get a broad sweep of opinion we decided to once again use the PRG group who had 
agreed to be surveyed.  The survey was developed in house by a team in the practice and then 
published using ‘Survey Gizmo’.  We chose this survey engine because of its secure site and 
advanced analysis and advanced reporting facilities.  The survey included a mix of multiple 
choice questions and free text answers. 

The draft survey was tested on selected patients, partners and staff to elicit feedback and 
improvements and check that the reports were useful (17/12/2013) This resulted in a series of 
modifications. The process was then repeated on two more occasions. 

After improving the survey and translating it into Polish 1746 invitations were sent out by email 
on 7/2/2014. In addition notices were also placed on the Waiting Room display and Web site 
inviting participation. 

We received over 420 responses (a staggering 28% response rate) – of which 364 were complete 
(86%.) Many of the others were almost complete providing more great data.  To encourage 
completion of the survey we gave participants the opportunity to enter a separate free prize 
draw with the chance of winning a set of scales and body fat analyzer. 

Raw Data 

The results from the survey were enlightening.  Some came in the form of responses to survey 
questions that were easily analysed (a graphical summary is included below) but although we 
knew it would be difficult to analyse we deliberately given space for free text comments. These 
have been very enlightening and helpful.  Extracts from these are also included at length in this 
report and grouped according to themes. For fun we have also included ‘Wordles’ – Graphical 
representations of the number of times a word is used in all responses.  

Benchmark questions 

In addition, the PPG advised us this year to include some ‘benchmark’ questions that we could 
use year on year to assess progress.    

Whilst the overall scores are very favourable, there is a universal decline in the scores compared 
to the previous year. We are still trying to understand this. It maybe because our standards have 
dropped or because the respondents represent a wider group of patients.  In other words, at 
present it is not clear to us whether the changes from 2013 to 2014 represent genuine changes 
in the practice - or in the survey group.  Whatever the cause our aim is to reverse the trend in 
2015. 
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Independent NHS Survey asking what % of registered patients would recommend the practice 

 

Benchmark questions relating to general experience of the Grove Medical Practice  
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Graphical summary of Grove PRG Survey findings 

1. Which of our services have you used in the past year? (Please tick all that apply) 

2. What  is your first language ? 

 

3. How likely is it that you would recommend our practice to your family members, work 

colleagues and friends?  
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4. The last time you wanted to get medical help from the surgery, what did you want to 

do?  

 

 

5. When did you want to see or speak to the doctor or nurse? 

 

 

6. How did you make your last appointment? (Please tick all that apply)  
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7. Were you able to make an appointment at a time that suited you? 

 

 

8. Are you aware the Grove Medical Practice provides an Extended Hours Service for 

people who want a routine appointment outside normal working hours? 

 

9. In general, how easy or difficult do you find it to make the appointment you want?  

 

 

 

 



   17 | P a g e  
 

10. In your experience, how easy or difficult is it for you to find your way around the 

Health Centre? 

 

 

11. Have you ever left a consultation with a doctor or nurse without discussing an 

important reason for making the appointment?  

 

 

12. What were the reasons for not discussing the issue that was important to you? (Tick 

all that apply) 
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13. Would you find it helpful to have a written reminder of what the doctor or nurse 

discussed with you?  

 

14. Do you sometimes find it difficult to locate important personal health information at 

home? 

 

 

15. Would you like us to produce a 'prompt card' to help you prepare for your 

appointment so you don't forget key facts? 
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16. Do you think the practice should do even more to promote a healthy lifestyle so you 

can stay well? 

 
 

17. Do you receive repeat prescriptions? 

 
 

18. Overall how well does our repeat prescription service work for you?  
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19. How helpful have you found our website (www.gogrove.co.uk)?  

 

20. What kind of information and advice would you like to be able to get on our website? 

 

 

21. Have you 'liked' our Facebook page? 
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Summary of free text comments from the survey  
(For full text see appendix) 

Key points 

 Patients appreciate friendly, professional, personalised care and health advice  

 there is frustration over the booking of appointments, due to two things  

 the telephone system 

 lack of appointments / availability of doctors and nurses 

 patients would like clear, consistent information in a variety of formats – website, leaflets, 

screen in waiting area, signs, face to face – and feedback from tests and enquiries 

 waiting times are too long and many of the issues about the waiting experience would be 

resolved if appointments ran to time 

 Overall patients are happy with repeat prescriptions but have suggestions about how these 

could be improved  

n more detail... 

Things patients like... 

 large % appreciate the friendliness and helpfulness of staff and doctors (There were very 

many lovely comments made about the service in general and the doctors, nurses and 

reception staff in particular. They were greatly appreciated! Thank you!)   

 willingness to listen to patients 

 efficient and professional 

 accessible, local, convenient, bright, airy, spacious, clean 

 range of specialisms 

 ability to talk to a doctor on the phone 

 forward looking 

 

 

 

 

 

 

 

 

Other selected ‘free text’ comments follow... 
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What do you like best about the Grove Medical Practice? 

We were delighted to read over and over again that our patients see us as a friendly practice 
with great staff and a good appointments system. (Yes, we know there are problems, we’ll come 
to that in a minute) This “Wordle” is a graphical representation of the number of times a 
particular word is used in a response.   

 

 

 

 

 

 

 

Selected comments 

 

 

 

 

 

 

 

 

 

 

 

 

  

“Ability to book appointments same day or in advance” 

“Able to do own blood pressure, weight anytime” 

“All the doctors are friendly and sympathetic, and make you feel 

valued.” 

“Always get an appropriate appointment” 

“Approachability” 

“Being able to book appointments online has made things much 

easier.” 

“Being able to get a same day appointment, which some other 

surgeries don't seem to do!” 

“Best practice in area” 
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If we could improve one thing what should it be? 

This ‘Wordle’ seems to summarize the feelings of many = Appointments and waiting times!  

These comments have been heard and if you read on you will discover our action plan 

 

 

 

 

 

 

 

 

 

 

 

Selected comments 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

“Getting through on the phone to the surgery.” 

”Shorten the time you have to wait for an appointment “ 

“As with any other surgery, getting an appointment.” 

“Ability to make same day appointment on internet” 

“48 hours for a prescription - you can send a man to the moon 

quicker.” 

“Better signs to point you to the correct consultation area.” 

“Length of time waiting on the phone listening to that awful tinny 

music” 

“Niezawsze informacja o wynikach badan przychodzi poczta do 

domu. Dlugi okres czekania na wyniki.” 

The "waiting room" experience!!  
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Making the most of consultations 

One of the questions we asked was whether some patients would find it helpful to have a way 
of preparing for the consultation and also a written reminder of next steps. This  question was 
prompted by an awareness of just how hard it can be to think straight when time is limited – 
and to remember what was said when the consultation is over. We wanted to know if this was a 
big issue for some people...  

Selected comments 

 

 

 

 

 

 

 

 

 

 

 

 

“Anxiety over time constraints makes me forget” 

“I did this only last week but was able to talk to another doctor on the 

telephone, the following day.” 

 “It is always stressed that you only have 10 minutes” 

“What is lacking in much medical care is an appreciation of the holistic needs of 

patients. So often the patient is treated as if medicine were separate from the 

rest of their lives. It is 'dispensed' in 10 minute modules of diagnosis and 

treatment, which more often than not, alas, means a prescription. Health is a 

complex matter which involves more than diagnostic procedures...” 

“I would struggle to remember but I make a note at the time or soon afterwards 

Age related memory loss, need written instructions!” 

“Definitely yes” 
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Do you think we should do more to promote a healthy lifestyle? 

In the Grove we are passionate about promoting an active lifestyle. In the long run this offers 

the prospect of great health outcomes for our patients. But do you think we should do more? 

Selected comments 
 

 

 

 

 

 

 

 

 

 

 

 

 
 
 

 

  

“Absolutely!” 

“Advertising in the surgery related to sports event that are suitable for all.” 

“I find that the practice does enough during regular consultations.” 

“I say ’yes’ but I believe the website is excellent and covers a great deal.” 

“I think the practice is quite good at promoting healthy lifestyles. “ 

“More plans on how to achieve healthy living/work life balance” 

“Get the scales etc working please!” 

“The more you promote a healthier lifestyle the better - not just for me but for 

all of your patients “ 

“As long as they are not as confusing as the contrary advice generally given out 

by the popular press. “ 
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! 

Having analysed our patients responses to the initial survey the 
practice came up with a suggestion of 16 suggested next steps.  
These were outlined in a further questionnaire which was sent to 
the original 1700 patients. We were delighted to have 383 
people responded to our request for further help. As you can see 
from the following pie charts the response was overwhelmingly 
positive – the largest negative response (still only 27% related to 
having quiet music playing in the waiting room.)  

Suggested improvements 

 Improving appointments and phones 

You said...  

You wanted us to make it easier for you to make an appointment.  
 
Our comments... 
Responding to the growing demand for appointments is a major challenge for the Grove, as it is for 
most practices. Our Patient Participation Group has been very helpful in working through some of 
the issues with us. The causes of the difficulties our patients are having are complex and we don’t 
think there is one easy solution. We have therefore signed up to take part in a new NHS initiative 
called “Productive General Practice”.  
 
The Productive General Practice Programme is designed to help general practice continue to deliver 
high quality care whilst meeting increasing levels of demand and diverse expectations. It helps 
practices to put the patient, clinician and practice team at the centre of improvement to create a 
timely, appropriate and dependable response to patient needs. Implementing the programme will 
engage all staff in the practice in improving their work processes, making it possible to release time 
to invest in improving patient outcomes and staff wellbeing. We are committed to investing 
significant time and effort in this program which will involve patients and staff.  
 
Whilst not wanting to second guess the outcome of this work we believe there are a number of next 
steps which we can take now that might improve the situation.  We would like to know if you think 
we are on the right track. 
 
So here are our suggestions...      

        Our suggestion                                   Your response 

1. We suggest we appoint 
another receptionist to make 
it easier to speak to someone 

 

http://www.institute.nhs.uk/productive_general_practice/general/productive_general_practice_homepage.html
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        Our suggestion                                   Your response 
 

2. We suggest we try turning 
off the automatic features of 
the phone system when the 
surgery is open. That way, 
when the surgery is open, 
you would get straight 
through to a receptionist. 

 

3. We suggest we trial the use 
of wireless headsets for the 
receptionists. (This would 
enable them to be more 
productive as they usually 
have to use a keyboard 
whilst on the phone. 

 

 

 

 

4. We suggest we investigate 
the costs and benefits of 
installing a new digital 
telephone system (This 
would enable us to have 
more lines available at peak 
times, monitor and address 
how long patients are kept 
on hold, forward calls 
directly to 'appointments' or 
'secretaries' – and get rid of 
that awful music you hear 
when you are on hold!) 

 

5. We suggest we continue our 
investment in 
the “Productive General 
Practice Programme” which 
will help us work with 
patients to continue to 
improve our service. 
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Improving Communication 

You said...  

There were a number of ways in which improved communication would help you make better use 
of our services and you mentioned a number of different issues.  

 

Our comments:  
We have tried to group these issues together and have come up with a number of proposals that 
we believe will really make a positive difference - but we would like to know what you think. 

 

Our suggestion                                      Your response 

  

6. We suggest we put up a 
designated patient information 
board in the waiting room on 
which to display current 
information rather than have it 
dotted around on the walls. This 
would tidy up the waiting room 
and corridor and make it easier 
for patients to find relevant 
information. 

 

7. We suggest we do a further 
publicity drive to make patients 
aware about the availability of 
our extended hours 
service which is designed 
especially for those who want 
routine appointments before or 
after work. (Out Extended Hours 
appointments are always fully 
booked but not necessarily by 
the people who want them!) 

 

8. We suggest we design some 
'communication cards' and make 
them widely available for 
patients and clinicians to use.  
One side will be designed to help 
patients prepare for their 
appointments and the other 
to remind the patient about 
what was discussed and key 
recommendations. 
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Improvements to the waiting room 

9. We suggest we design a free 
‘Health wallet’ to give to 
patients when they register 
and existing patients on 
request. The wallet would 
contain leaflets with 
information about how to get 
the most out of the practice 
and could have specific 
leaflets designed to meet the 
different and evolving needs 
of our patients (and hence 
could be tailored for different 
ages and language groups). 
They could also be a great 
place to store repeat 
prescriptions, appointments, 
health information etc. 

 

10. You felt the health centre is 
quite large and it is easy to 
get lost. We suggest we 
improve the signs and put up 
a plan of the surgery so 
people know where they are 
going to be seen  

 

11. We suggest we move the 
repeat prescription desk 
from the far side of the 
waiting room to the front 
desk to make it more 
convenient for patients 
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You said... You said that you thought your waiting room experience could be improved and suggested a 

number of issues you would like us to address. 
 

Our comments:  We agree and have come up with a number of suggestions that we think might help. We 

would value your help in prioritising our actions...  
 

Our suggestion                                      Your response 

Our suggestion                                          Your response 

 

12. Waiting can be stressful 
and we suggest we 
investigate installing a music 
system so we can play 
relaxing background music  

 

 

13. We suggest we work with 
the landlord to try in and 
improve the appearance of 
the building. (We recognise 
the waiting room looks tired, 
some chairs need recovering 
and the walls could do with a 
lick of paint.) 

 

 

Healthy Living 

You said...  

You said that you thought we were already doing quite well with our healthy living strategy but you 
encouraged us to do even better.  
 

Our comments:  
With your help we feel we are blazing a trail in this area. After last year’s survey we are about to 
install covered cycle shelters for patients. Thanks for the encouragement to keep looking for ways to 
help our patients live healthier lives. 
 

Here are some next steps we suggest. Perhaps you could let us know what you think... 

14. We suggest we host 
another Healthy Living Open 
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Our suggestion                                         Your response 

 Our suggestion                                       Your response 

 

15. We suggest we work with 
our Patient Participation 
Group to set up a volunteer 
run Healthy Living Room 
with lots of information for 
patients who want to take 
the next step in improving 
their health 

 

 

16. We suggest we move the 
'Health Pod' to the new 
Healthy Living Space in an 
annex off the waiting room. 
This would give patients a 
sense of seclusion whilst 
being weighed, having 
automatic BP checks and 
using the touch screen 
computer. 

 

 

 

 

Our suggestion                                       Your response 

Day in the summer 2014 to 
encourage patients to ‘get in 
on the action’ and have the 
opportunity of finding out 
about healthy living and 
possibly trying out some 
activity taster sessions.  
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17. Lastly... overall, how happy 
are you with the way we are 
planning to respond to our 
patients suggestions? 
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4. Feedback and discussion  

The results of this survey were collated and analyzed by the practice.  Having done this: 

 The results were circulated and discussed at a one hour staff meeting attended by 5 GP’s, 2 

nurses, 3 admin staff to try and figure out how we can best respond to the survey findings.  

(17/2/2014) 

 This consultation exercises resulted in a mutually agreed action plan.  Having agreed the 16 

priorities a draft report was circulated to those who had taken part in the original survey with 

an invitation to comment.   (20/2/2014). 

 

This time we used a simplified graphical format – but again included space for free text. eg 

Extract from second survey... 

 

This simplified approach elicited a pleasing response rate with over 380 people taking part.  
There was overwhelming approval of the actions we were suggesting with 91% if respondents 
happy and only 1.4% unhappy with the overall plan.   

We held a final ‘Sign-off” meeting with the PPG on 24/3/2014 (postponed from  13/3/2014) 
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5. Agreed action plan 

With such a ringing endorsement of our plans there were no modifications arising from the final 
feedback from the PRG or PPG.  A final summary of the process and actions was compiled in March 
for us to complete the actions arising from the survey. 

 
Apointments    
You said... We did... The outcome was... 
You said: you found it difficult to 
make the appointment you want 
 
 
 
 

Analysed the problems and found 
a problem with automatic 
telephone booking system When 
our new reception staff are fully 
trained we will trial the removal  of 
the system during office hours 
 

It will be easier to talk to a 
receptionist 
 (May 2014) 

You said: you didn’t know that we 
offered extended hours 
appointments 

We have redoubled our efforts to 
publicise these appointments 
(Waiting room & Posters) (Feb 
2014) 

There is wider information about 
the serviced we offer  

 
Getting the most out of your 
consultation 

  

You said... We did...  The outcome was... 
You said... you find it difficult to 
find your way around the health 
centre 
 
 
 
 

We are running a trial with colour 
coded corridors with numbered 
rooms and published a plan of the 
Health Centre. If feedback is 
favourable we will make this 
permanent. (Feb 2014) 

It is easier to locate rooms 

You said... you sometimes forgot a 
key reason for your consultation 

We have designed a card to help 
patients prepare for their 
appointments March 2014) 
 

Patients get more out of their 
consultations and hopefully there 
are fewer repeat consultations 

You said... You sometimes found it 
difficult to remember what 
discussed 
 

We designed a card to help clinical 
staff record key issues discussed in 
the consultation (March 2014) 

The effectiveness and safety of 
each consultation is enhanced 

You said...you find it difficult to 
locate key information at home 
(repeat Rx forms, appointments 
etc  

We produced a “Health Wallet” for 
patients to keep all their key 
medical information (March 2014) 

Patients are less likely to miss 
appointments and can have more 
control of their health 
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Healthy living   
You said... We did...  The outcome was... 
You said... You thought the 
practice could do more to promote 
healthy living 

We have produced a leaflet for the 
Patient Wallet and included key 
information on the ‘Remember’ 
card (March 2014) 
 

It is now very easy for a clinician to 
communicate key health 
information with every 
consultation  

You said... You thought the 
practice could do more to promote 
healthy living 

We have installed new cycle 
shelters in a very prominent space 
in the car park as a symbolic and 
practical response 
(Feb – April 2014) 
 

It is easier and safer to cycle and 
also there is a symbolic statement 
about our commitment to active 
travel 

You said... You thought the 
practice could do more to promote 
healthy living 

We are getting quotations for the 
building work needed to create a 
healthy living space and hope to 
use volunteers to staff it March – 
July 2014) 
 

Patients will have easy access to 
high quality information  

You said... You thought the 
practice could do more to promote 
healthy living 

We are working with others in the 
community to put on another 
‘Open Day’ in June 14 to promote 
physical activity  

Patients will have another high 
profile opportunity to get started 
with physical activity 

 
Prescriptions 
You said... We did... The outcome was... 
You said...    
You said... The position of the 
repeat prescription desk could be 
improved 

We are moving the prescription 
desk to a more convenient 
location  (May 2014) 

The repeat prescription service is 
more efficient and convenient for 
patients 

 
Web site 
You said... We did... The outcome was... 
You said...    
You said... The website was 
important to you 

We are continuing to invest in the 
website Regular updates and 
quarterly reviews) 

Patients can find relevant 
information easily 

 

 

6. How we publicised our plans and reported on our 

achievements 

To communicate our achievements this report was compiled and published. It was put on the 
Grove Practice Website with a link from the home page and hard copies made available in the 
Health Centre. 
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Supporting information 

Initial email invitation 

 

Welcome to our Patient Survey 

January  2014 

Dear Patient 
 
Thank you for the trust you place in us. It is a privilege to care for patients like you. We 
work really hard to provide the best care we can, but we know we are not perfect and 
would love your help to get even better.  
 
If you can spare the time we would appreciate your help in filling in a short survey. It is 
designed to help us identify what we are doing well and where we can improve. 

 
 
It should only take about 8-10 minutes and when you get to the end you will have the 
option of entering your name and email address for a prize draw. The prize this time is a 
set of Omron Body Fat and Composition Bathroom scales - ideal to help you get in shape 
for the summer! (To enter the prize draw you will be taken to a separate page on the 
Grove website thus ensuring the survey responses and the prize draw are separated.) 
 
Dr Peter Short  
(on behalf of the Partners) 

 
Reminder emails 
 

As above (sent out at 5 and 10 days after initial email to non-responders 
 

Thank you email 

Thank you for taking our survey.  Your response is very important to us and will help us a 
great deal.   

Once we have had a chance to examine all the feedback we receive will let you know of 
the suggested developments so you have a chance to comment. 

With all good wishes! 

PS - Good luck with the Prize Draw 

www.gogrove.co.uk 

http://www.gogrove.co.uk/
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Feed back survey 
 

February 2014 

Dear Patient 

We have had a fantastic response to our recent survey with 425 patients giving us 
feedback.  Thank you so much to all who have taken the trouble to reply.  
 
The results have already been widely circulated and discussed in the practice. Your 
comments have prompted us to come up with an initial 16 suggestions for 
improvements. We hope you like them! 
 
Why not read about what we are planning and just click on a 'smilie' face to let us know 
if you feel we are on track. (There is an optional space for you to add a comment if you 
feel a simple tick is not enough to express your views.)  
 
This is not the end of the story. There were some very helpful suggestions patients made 
in the 'comments' section.  Some of them need further investigation and once we have 
done some more research and discussed the options in the practice and if indicated, with 
our Patient Participation Group, we will feedback on these too.   
 
Thank you once again for your help. It is greatly appreciated.  

Dr Peter Short  
(on behalf of the Partners) 
 
 
PS: We plan to have another prize draw - this time for a USB Omron Pedometer and 
software to help you measure your walking 
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Examples of Wallet and Communication card 
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The Grove Medical Practice Opening Hours 
 

Surgery Hours 

Our opening hours 
8:00 am until 6:30 pm Monday to Friday.  
We do not open on Bank Holidays.  

Extended opening hours 
We offer extended opening hours for those who commute or work shifts as follows 
Monday 6:30-8:00 pm, Tuesday 7:00-8:00 am (if no Saturday surgery that week) Saturday 
mornings 7:30-10:00 am (twice a month) 

Minor injury Unit and Walk-In Centre 
Southampton's Minor Injury Unit and Walk-in Centre are open 365 days a year and provide 
treatment for less serious injuries, such as sprains, cuts and grazes. Many people go to Accident 
and Emergency (A&E) with minor injuries, when they could be usually treated much more quickly 
at a minor injuries unit or walk-in centre. 
Southampton's Walk-in Centre is based at Bitterne Health Centre, while a Minor Injuries Unit is 
available in the Fanshawe Wing of the RSH Hospital.   

Bitterne Walk-in Centre's (Commercial Street, SO18 6BT (023 8042 6356) opening times will be 
limited to Monday-Friday 6.30pm-10.30pm, Saturday, Sunday and Bank Holidays 8.30am-10pm. 
The last patient on each day will be booked in at 9.30pm  

Out of hours care 
When we are closed and you have an urgent problem which can’t wait until we are open call 111. 
The service operates Monday to Thursday 6.30pm-8am and from 6.30pm Friday until 8am 
Monday morning. The service is also available on Bank Holidays. 

Contact numbers 
Medical emergencies: 999 
Urgent appointments and General enquiries: 023 8078 3611 
Appointments line: 023 8078 8500 
Out of hours service: 111 
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Appendix: Our patients  free text comments 

Grove Medical Practice Patient Survey 2014 

Which of our services have you used in the past year?  

All excellent  

As new patients we are very impressed. 

Astute doctors that listen. Great ! 

Blood Tests/Flu Jabs 

Both services poor 

Doctors are very helpful . specially DR Webster. 

Exalt Treatment 

Flu jab 

GPs and Nurse seen were very good. 

Good Service 

I am very happy with the way in which I have been treated thus far.  

I have been in twice over the past two years 

Never a great problem even if we don't see normal GP. Same with the nurses! 

Never seen so many different doctors in 46 years in the practice 

The service I have received has been friendly, helpful and respectful. 

They were both very nice and helpful. I'm satisfied with these services. 

Used the health pod.  

good, although sometimes difficult to get an appointment but understandable 

happy with the service 

have seen nurse with my son 

only once to get a prescription 

pleased much. 

repeat prescriptions service is too slow especially who are working as you’re not opened sat  

very good 

very good service all the time 

the general service is good but the time to get a appointment ridiculous 3weeks standard 2weeks urgent 

All my visits to surgery have been satisfactory, the only thing I would say I have tried to book a appointment on 

line as busy phones 

I have been seeing a consultant at the hospital but my polycythaemia has not required a venesection since 

October 2012. 

My recent experience with the practice nurse was exemplary. She was uncertain about diagnosis so we looked 

together at the internet to establish a cause for my condition before she passed me on to a doctor. 

I have been a patient for many years and have always felt that the doctors do a very good job. However, I do 

feel that from time to time not all but some reception staff, start to run it as their own fiefdom . I am asthmatic 

and one day I came to surgery to get Ventolin. I could hardly breath, but, the receptionist said under no 

circumstance would I get my Ventolin, I got the distinct feeling she was enjoying it. In the end DR CLOUTER came 

out and I got it. You must remember it's sometimes vital Drugs that people need and it is infuriating to be 
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spoken to by a young person as if you are an uneducated fool. I do feel that , the surgery is not welcoming of 

criticism . I have said what I have wanted to for some time now. Also we do work very long and hard the hours 

and days are not built around the surgery, the surgery should address this issue. The technology and some 

degree of trust in patients who need monthly repeats could save billions nationwide , we need change in the 

system and should lobby parliament led by the profession .  

A wonderful Surgery, and I am so lucky to be looked after by wonderful and caring staff, always there when I 

am in need. Thank You. 

I get my repeat prescriptions direct from the chemist. One day they said I would have to see my doctor for the 

repeats to continue. I emailed Dr. Ferguson but did not receive a reply. I came to the surgery and saw a 

receptionist who said that my prescription would carry on. When I explained that I had emailed to enquire and 

had not had a reply, the answer I received was, "you wouldn't". Why not? It would have stopped me wondering 

what was happening. 

What do you like best about the practice? 

Ability to book appointments same day or in advance 

Able to do own blood pressure, weight anytime 

All the doctors are friendly and sympathetic, and make you feel valued. 

Always get an appropriate appointment 

Appointment ran on time 

Approachability 

Being able to book appointments online has made things much easier. 

Being able to get a same day appointment, which some other surgeries don't seem to do!  

Best practice in area 

Booking in by computer. 

Can always see a doctor or nurse same day if ill 

Care such as the annual check up and flu jabs. The nurses, led by OLGA, are super.  

Choice of doctors and nurses. 

Clean spacious waiting room Good addition of free weight bmi machine. 

Clinical care 

Close proximity to my home 

Close to home 

Close to home. Generally efficient barring appointments 

Close to home. My family and I can have the same doctor 

Communication is good. 

Convenient location 

Convenient location  

Convenient to where I live. 

Conveniently located 

DOCTOR NALLY from this practice delivered me in 1942. Enough said 

Doctor and nursing staff really competent. 

DR CLOUTER 

Doctors 

Doctors and Nurses are friendly and understanding. 
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Doctors and nurses always friendly and helpful. 

Doctors are friendly and give you all the time you need. 

Doctors are good and listen to the issue 

Doctors are helpful.  

Doctors provide a excellent professional service. 

Doctors. . 

DR CLOUTER 

DR CLOUTER & Nursing staff. 

DR CLOUTER’S dedication over the years and many off the doctors and nurses. 

DR SHORT and the nurses, they are always helpful and friendly 

DR SHORT/DR CLOUTER - both excellent GPs 

DR SHORT. Nurses are good too 

Ease of access 

Ease of parking 

Ease to get appointment 

Easy to get to & friendly staff 

Easy to make an appointment over the phone, using the automated system.  

Everything 

Everything really but mainly the quality of the Doctors 

Excellent qualities of the GP's 

Familiarity 

Friendliness - never feel rushed  

Friendliness and helpfulness of the staff 

Friendliness of the staff 

Friendliness, politeness 

Friendly Doctors 

Friendly and caring 

Friendly and easy to get appointments 

Friendly and efficient staff 

Friendly and local with personable and compassionate GPs  

Friendly doctors and spacious waiting room 

Friendly staff 

Friendly staff and professionalism of doctors 

Friendly staff, clinical staff very good 

Friendly staff, straightforward booking processes 

Friendly staff, who genuinely seem to care about your wellbeing. 

Friendly staff. 

Friendly, trustworthy 

Friendliness  

General friendliness, but most of all is that both Doctors and Nurses listen to my concerns. 

Good attention from nurses and doctors when in consultation. 

Good organisation and professionalism 
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Great medical staff 

Has good parking facilities and a friendly atmosphere 

Having a range of specialities & facilities all under one roof. 

Helpful and timely 

I always know I will get the best treatment and I will get to see the doctor of my choice. 

I can booked appointment on this same day and I don’t need wait long for doctor 

I don't have a best as I think most of surgery services are ok  

I especially like the call back service, bring able to get advice on the same day is great.  

I feel that my Doctor knows me and does her best for me . 

I have always been able to get an appointment fairly quickly. 

I have been a patient for years and hope that its service can improve  

I have been with the same doctor for over 20 years. 

I like going to the practice, everyone is so friendly 

I like that I can alter and book appointments on the automatic system.  

I like the extra services that are available and the online services 

I like the internet service and the self check in 

I like the way you are treated as an individual, not just a number.  

I think it is quite bright and spacious overall  

I'm not spoken down too, my views are respected. 

I've been going there for a long time and the doctors and nurses are very friendly. 

I've been with the practice a long time and they know me.  

If it's for something urgent, I can usually get an appointment the same day. 

Is close. 

It all runs smoothly, and the staff are on the ball. 

It covers all my needs as I have COPD 

It functions well! 

It has a good friendly atmosphere and it makes me feel comfortable to be there. 

It has always been my surgery 

It has some very good doctors and nurses who are really helpful.  

It is close to where I live 

It is fairly comfortable when having to wait. 

It is local 

It is local to where I live 

It is local. 

It is not too bad to get an appointment, compared to friends surgeries. 

It's always very clean, spacious and airy 

It's friendly, and the staff all seem to know what they are doing. 

It's location 

Its near home and next door to chemist 

Its efficiency, the care given by all staff, its proactive approach 

It’s not far from home 

Know my doc well and near to home 
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Location 

Location - near where we live 

Location to my home. 

Location. Variety of Drs/Nurses 

Location. It's in the next street. 

Making an appointment has never been a trouble 

Medical staff 

Modern facilities, thoroughness of medical staff 

Most doctors listen to my health problems. 

Most medical problems can be resolved on site. 

My Dr.  

My GP DR CLOUTER 

My GP. 

My doctor 

My doctor & nurse services are good  

My doctor whenever it's possible to see her  

My GP 

My health concerns are always taken seriously. 

My named doctor, even though not always able to see him 

My own doctor but I have to book weeks in advanced to get an appointment.  

Near my home 

New online system making it easier to get appointments and prescriptions. 

Nothing really stands out, just been coming to the practice for many years. 

Nothing to say, only been there once. 

OLGA - she's the biggest asset you have for a busy self-employed business owner like myself. 

One doctor particularly 

Online appointments and repeat prescriptions 

Online appointments. New early and late appointments 

Online repeat prescription's 

Online service 

Online services helpful 

Opening times are good making it easier for people unable to get time off of work.  

Overall good service 

Parking and it's local 

Professional but friendly service. 

Professional service on every level of patient contact. Professional staff members. 

Professionalism of staff 

Professionalism of the set up and ability to see someone on the same day if required  

Proximity to my residence. 

Quality of service 

Quality of the service I received 

Quick and efficient service, once seen. 
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Range of services, skills and advice on offer under one roof 

Range of services. 

Rapid access same day clinic 

Rapid access same day clinic. 

Really easy to talk to the doctors 

Reception  

Same day appointments 

Same emergency appointments 

Seldom used but never been a problem 

Self service blood pressure n weight for repeat contraceptive pill 

Staff 

Staff I have seen seem very capable 

Staff. 

Szybkie i perfekcyjne podejście do pacjenta. Krótki czas oczekiwania na wizytę. = „Fast and perfect approach to 

the patient. Short waiting times” 

That my practice always tries to fit my little boy in if I have a concern over an illness etc. 

The Doctors and Nurses do take time to listen. 

The Dr's are fab 

The accessible, courteous and professional staff. 

The clinicians and other staff are all knowledgeable, helpful, professional and friendly. 

The distance from home. 

The doctors 

The doctors and nurses are always friendly and nothing is too much trouble. 

The doctors and nurses seem to actually care about their patients 

The doctors are generally very attentive, not too dismissive as some practices can be. 

The doctors are great and it has a wide range of facilities and treatment rooms. 

The ease of booking an appointment using an automated telephone system is fantastic.  

The ease of parking helps to make the visit less stressful. Self check in us also good. 

The ease with which I can make appointments and order repeat prescriptions on line. 

The fact that all staff is competent. 

The friendliness and professionalism of the medical staff 

The friendliness efficiency , understanding, and empathy. 

The friendliness of Tracy on reception 

The medical staff, including Trish blood lady 

The medical team are very friendly and approachable. 

The nurses and how efficient they are with my annual hyper tension reviews. 

The overall friendliness of the staff 

The people 

The pleasant manner of staff despite the difficult/demanding nature of their work. 

The professionalism of staff 

The quality of the medical care 

The quick response of the doctors to my problems. 
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The reception staff .on line prescriptions  

The same day appointments for emergencies 

The staff 

The staff treat you as an individual 

The staff. 

The standard of the GPs and Nurse. 

The support and understanding from the doctors.  

There are some good doctors and nurses 

They can attend you quickly and professionally 

Using the website for repeat prescriptions, thus avoiding having to come in every time. 

Walk able distance 

Weight and blood pressure equipment in the waiting room area. Easy access. 

Within easy reach of home and have been patient for 20 years, so familiar with the practice 

You can usually get to see a doctor with whom you are familiar. 

always treated with respect 

being local 

booking appointment 

can normally get an appointment same day 

close to home DR CARTER is very helpful 

close to my home 

convenience of location 

covers a wide variety of services 

cycle racks diabetic facilities 

DR CLOUTER 

DR SHORT 

ease of making appointment 

experience of GP 

friendly atmosphere /people 

friendliness and efficient service 

friendliness and professionalism of everyone  

friendliness of doctors and nurses  

friendly and efficient 

friendly medical staff 

friendly staff 

generally that one can be seen by someone on the day 

good location 

it looks after many people with health concerns  a.k.a patients 

its efficient 

kindness, concern, smiley faces 

location 

location, opening hours, repeat prescription service 

message reminder 
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my doctor 

nearby 

no comment 

now I know how the system works getting a same day appointment is really easy. 

now being able to book appointments online 

once I get to see a doctor and especially a nurse I feel like I’m in good hands 

online booking and helpful staff 

online services 

our GP DR. SHORT 

plenty of parking checking in system 

professional approach of doctors and nurses 

services provided 

some staff are very good 

text reminder about appointment 

that you can be honest and get the answers that you need, and the help too 

the friendliness of all the staff and doctors. 

the modern approach 

the on-line and telephone features 

the reassurance from doctors and nurses. 

the service you get eg from Drs nurses 

they are really friendly 

too early to say 

up to date facilities 

very good overall 

very professional feel overall car park feels much safer recently 

waiting area is comfortable and welcoming 

you all care about me as a person, not just a patient. 

you have always addressed my needs with care and have listened to me.  

DR SHORT is brilliant, listens to concerns and takes everything seriously but puts you at ease at the same time. 

Very friendly.  

Being able to book appointments and get prescriptions via the internet. Emergency appointment system is also 

much better than other surgeries 

On line repeat prescriptions and telephone booking for same day appointments which are always available 

When you can get to see any GP , you are always spoken to in a friendly manner with easily understood 

explanations and advice ,first class GP service. The problem is getting to see GP . Tried booking on line last 

week November 2013 to see DR FERGUSON, first available appointment offered with ANY GP 9th January 2014 . 

5/6 week waiting time unbelievable. Appointments’ line always unavailable/busy . Same day appointments 

impossible /always gone despite personal visit at 0800 hours. 

With exception of one time with a Dr all the other Drs and nurses are empathetic, warm but efficient.  

I have been a patient for almost 40 yrs and recently have had to use you more (getting older!) Find it easier 

these days to make an appointment. Love the way you can request a telephone chat with the doctor, this must 

save your time & certainly does mine. The automated check in also saves time. Reminders of appointments by 

text a good idea. Generally very pleased and feel myself & my husband very well looked after. 
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Smiling faces, which can be unusual in any other practice...I feel that the doctors nurses & reception staff, 

enjoy their jobs & place of work.. 

The out of hours rapid access appointment system. Don't have to wait until surgery opens to know you have an 

appointment.  

Choice of doctors and services I.e. male and female doctors. Also the extra clinics such as High Blood pressure, 

asthma, women's health, travel advice etc 

able to be seen same day if necessary and the fact you can request to see your own doctor. the extra services 

provided i.e. the health walk 

No matter which doctor or nurse I have seen in 7 years they have all been extremely helpful and understanding 

when needed. 

I usually see SISTER OLGA and find her efficient, knowledgeable and interested. I trust her judgement and am 

glad to be seen by her! 

I was able to make a same day appointment and after some blood test results, I got them very quickly 

I appreciate that you are monitoring how you're doing and are interested in meeting the needs of patients.  

I have been coming to this practice for a long time, probably 30 plus years. I'm used to the way it works, 

although there have been some changes in the last couple of years.  

My satisfaction. And the fact that the practice is very up-to-date i.e. taking on new initiatives, introducing new 

equipment and so on. 

appointment system. I work nights so I can always get an appointment on the same day system by calling in the 

night. Maybe the length of time you have to wait to see your own doctor  

The practice seems to be changing with the times and doctors are explaining conditions better more in depth. 

However it can a little frustrating when it comes to viruses  

That I can discuss my medication queries over the phone with my doctor rather than having to make an 

appointment and how quick I receive a call back when requested. 

The ease of making appointments. I always find that I am able to see a doctor or nurse on a day that suits me. 

It's locality & the fact that as I've with the practise a fair time so the medical staff know me.  

The fact that same day appointments are available and if not, every time I have spoken to a receptionist they 

try very hard to arrange an appointment as soon as possible. So many people I know need to have advance 

notice of any illnesses because they have to wait over a week to see anyone in their surgery! I think the 

practice arrangement of having a nurse led triage clinic is fantastic. 

Lekarze probuja pomoc pacjentowi, kieruja na badania do szpitala i nie lecza tylko paracetamolem. Jestem mile 

zaskoczona ze nie musze walczyc o skierowanie mnie na badania. 

It feels like a family practice. Although it has grown considerably over the last 43 years since we joined, nothing 

has been lost. 

I am listened to; this was a problem in another practice, where a GP had a cavalier attitude at times. 

The availability of telephone consultations which can often avert the need for a surgery visit leaving 

appointments free for those whose need is greater. 

friendly doctors and nurses, very helpful- and happy to reply to emails for requests, which is very much 

appreciated. 

friendly staff, and always try to help with appointments which is difficult to get sometimes, not their fault 

though. doctors always polite and willing to listen and suggest treatment. 

DR. CLOUTER showed extra care and concern when reviewing my partners notes, resulting in an early labour 

being diagnosed and helped right at the crucial point for my daughter.  
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If we could improve one thing - what should it be? 

Shorten the time you have to wait for an appointment  

48 hours for a prescription - you can send a man to the moon quicker. 

Ability to make same day appointment on internet 

Able to see own Doctor more often. 

Access to appointments when needed. Consistency with attitudes and helpfulness of receptionists 

Access to local doctor 24/7/365 

Access to own doctor without having to wait weeks 

Access to preferred/own GP is difficult due to heavy demand / patient numbers 

Air conditioning in waiting room 

Aircon Parking 

Appointment availability 

Appointment backlogs. 

Appointment times are too long to see your own doctor 2 /3 weeks 

Appointment waiting time 

Appointments..... 

As with any other surgery, getting an appointment. 

Automatic appointments... 

Available appointments on line less than 1 month 

Be able to get appointments quicker 

Be called at or near appointment time I seem to be unlucky most times 

Being able to see my own doctor without a two week wait? 

Being able to see own doctor without 2 or 3 week wait 

Better parking 

Better signs to point you to the correct consultation area. 

Booking appointments 

Booking appointments online (appointments are booked so far in advance) 

Bring in better administration 

Can we please have a way of sending e-mails to Doctors / Nurses 

Cannot decide 

Cannot think of anything 

Cannot think of anything at present 

Communication re waiting time delays - e.g. Dr is running 15 mins late! 

Continue to improve website.....much easier to book online 

Cut the waiting time to see one's own doctor which at the moment is taking over 3 weeks 

Ease of appt making and waiting time. 

Ease of booking all types of appointments 

Ease of getting an appointment. 

Easier to contact by phone 

Easier to see doctor of choice. 

Faster repeat prescriptions.  
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Friendliness of reception staff. 

Get rid of the name banner sign. Always has annoyed me.  

Getting through on the phone to the surgery. 

How long patients have to wait for non-urgent appointments 

I am not sure how you could improve 

I am very satisfied overall 

I can't think of anything. 

I don't have any ideas yet. 

I know you can't do anything about it, but more parking would be good 

I think the time you need to wait for your next appointment is too long.  

I'm happy with the service I receive  

If appointments are running behind an update on the digital message board 

Improve appointments service 

Increase ease of time for Blood Tests 

Is it possible to book next day appointments online? 

It is hard to get a non urgent appointment, with a doctor. Sometimes this is weeks. 

It would be great to reduce the time one has to wait to see a specific doctor. 

It's hard to get an appointment with your own doctor, not sure how you could improve this though 

Keeping website up to date and helpfulness of some reception staff. 

Length of time needed to see one's own doctor. 

Length of time to takes to see a doctor by appointment. It's been up to a 4 week wait at times. 

Length of time to wait for an appointment if not urgent. Normally at least 3 weeks. 

Length of time waiting on the phone listening to that awful tinny music 

Length of time you have to wait to get a routine appointment  

Less time waiting to speak to a receptionist at certain times of the day. 

Magazines with gentleman's interests in reception! 

Make it easier to get routine appointments without having to wait 2 - 3 weeks 

Make it easier to see my own doctor with less than 2 weeks waiting. 

Make more appointments available for booking on-line 

Making appointments more easily  

Making appointments. It is very difficult to get through on the phone. 

Maybe the length of time you have to wait to see your own doctor if that is what you want. 

More appointments outside of 9-5 for those who work in these hours  

More blood test appointments 

More friendly approach at reception desk. Not questioning their efficiency or effectiveness. 

More out of hours availability 

More receptionists on duty at peak times. 

More signs as to where the doctors and nurses rooms are. 

More weekend appointments 

N/A 

NA 
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Niezawsze informacja o wynikach badan przychodzi poczta do domu. Dlugi okres czekania na wyniki. = 

Translation “Not always information about the results of research comes home mailbox. A long period of 

waiting for the results” 

None at present 

Not having to wait so long for an appointment 

Not having to wait so long for routine appointments with GP of choice 

Nothing 

Nothing comes to mind! 

Nothing springs to mind! 

Nothing to say. 

On line booking system. 

One of the receptionist is really Short with patients wanting to book appointments.  

Open every Saturday morning to improve access for those working away from Southampton 

Out of hours service 

Personally, I am not keen on the layout of the chairs etc in the waiting area.  

Put an entrance in opposite the chemist 

Quicker none same day appointments 

Reduce waiting times for an appointment with a doctor 

Registration. To be able to see a doctor quicker than in few weeks time from registering. 

Remember to let patients know when nurse are off sick to prevent unnecessary visit to surgery. 

Replace seating in waiting area 

Show time the surgery is open also early and late appointments time perhaps made more visible. 

Some of the reception staff can be rude at times 

Some receptionists are still 'very cold' . 

Speed up waiting times 

Surliness of some of the receptionists and the abbot to make an appointment when you need o e 

Telephone booking system 

Telephone bookings of appointments with a suitable doctor 

Telephone consultations for ongoing sickness that need further advice 

That appointment times were slightly longer. 

The "waiting room" experience!!  

The appointment process is still failed all the way through.  

The appointment system and not seeing a nurse on same day appointments. 

The hours that the practice is open. 

The lead time for appointments is sometimes a bit too long 

The length of time we have to wait for non-urgent appointments can be up to two weeks.  

The repeat prescription procedure 

The time it takes to get an appointment. 

The time it takes to get an appointment 

The waiting room is looking tired and dated. Otherwise OK. 

The waiting rooms are very warm! 

The waiting time for getting a non-urgent appointment could be Shorter. 
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There is no one thing which springs to mind. Just keep up the current level of good service. 

There is no way I would change it at all 

Tidy up the area in the waiting room where self blood test are carried out  

Time between arrivals and meeting w doctor could be Short  

Time taken in getting routine appointments. 

To be able to see my own doctor earlier 

To be honest I can think of nothing. 

To have a better appointment service for flu injections. 

To have a fasting blood test on a Saturday morning. 

To see my own GP I usually have to wait 2 to 3 weeks which I think is very poor.  

To try to offer more appointments for blood tests at surgery instead of being diverted to S.G.H. 

Trying to get through to the surgery for apts 

Uniforms for reception staff & name badges. 

Waiting room decor and seating arrangement 

Waiting room layout. Maybe more space between seats 

Waiting time 

Waiting time in surgery. 

Waiting time to get an appointment 

Waiting times and the booking "system" can be a little laughable.  

Waiting times for appointments 

Waiting times, on most occasions we had to wait quite a long time past out arranged appointment. 

Waiting times, which have grown longer recently 

Warmer welcome at Reception 

You are doing fine. 

You could have closures during the day so that you could open during the evening twice a week 

Your online appointment system 

allow appointment booking further into the next weeks 

allowing you to book normal appointments online, not just same day 

appointment availability 

appointments 

be able to make an appointment too see a nurse online. 

being able to book nurse appointments on the website 

being able to see your doctor earlier 

better selection of magazines in the waiting room 

difficult to get a blood test without prior appointment 

directions for finding the nurses or doctors room when called. I still see people confused 

don't know - sorry 

don’t know  

extra repeat prescriptions so I don't have to come to the surgery unless I have to. 

have to wait to get an appointment. If you want the doctor of your choice it can be a month! 

healthpod 

it would be nice to see your own doctor every time 
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knowledgeable doctors 

length of appointments 

length of time waiting to see doctor 

make it easier to see your own doctor 

new seats in waiting area, existing seats are a disgrace 

no fiefdoms in reception by none, Doctors. 

not having to wait so long when I phone to make an appointment 

nothing 

online 

opening hours  

other staff are not so good but hopefully with the extra staff will take pressure off staff 

phone to be answered more promptly  

possibly booking appointments online although this could be a way off?. 

reduce waiting time to achieve the appointment after arriving at the Practice  

Shorter waiting time on the phone 

some staff at reception often unfriendly 

telephone service 

telephone system to be able to book an appointment 

the difficulty of the waiting time to get a doctor’s appointment 

time that it takes to see a Dr,3 weeks in my case 

to have someone answering phone between 1-2 

too early to say 

unsure 

waiting area is so hot. 

The working people in the room at the back of the reception desk seems not happy what they are doing. You 

should help them smile a little bit. 

unless you book an emergency call- which is usually available same day- have to wait a long time to get an 

appointment to see your usual doctor 

being able to make appointments automatically on the phone - this service seems to have been discontinued 

and only same day appointments can be done. 

more "non urgent" appointments available - recently tried to make appointment for my son in school holidays 

and none available. 

Be able to see one's own doctor within 2 or 3 days. Having to wait a week or probably two for a non-urgent 

appointment is not good. It's so much easier to relate to a doctor one knows. 

Easier to book appointments online - only limited appointments are available and not all doctors and/or nurses 

available - due to my job it's very hard for me to call during opening hours. 

More appointments - it was awful during end of November and December, and perhaps continues to be 

[haven't attempted to make an appointment lately] with a month's delay before being able to see a doctor. 

Emergency system doesn't work well as by the time you get through as the phone is always busy - all the 

appointments are gone. 

Your answerphone menu often malfunctions and sends you round in loop even when you select option (e.g. 

"test results"). Often difficult to speak to receptionist on phone. 
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Sort out bookings, have more phone lines available and appointments at a time that makes sense. My previous 

surgery I was at only booked 2 days in advance, which meant you could always get an appointment. It is far too 

difficult to get an appointment at Grove. 

More slots available after hours. I commute from Southampton for work, and it's nearly impossible to get an 

appointment after normal working hours. 

To alleviate the frustration in the waiting room to have a board with Drs names and how far behind they are.  

appointment booking same day -rolling system not just 8 am and 1/2 pm booking . stay open weekends and 

evenings 

Stop offering me stupid fat scales to do this. I want a iPad. I'll download a health app if it makes you feel better 

other than requesting a phone call some way of getting an appointment to see our own doctor earlier 

the length of time it can take to see my own GP if it isn't an emergence (up to and over a month). 

Possibly the length of time when requiring a non-urgent appointment. It is often over two weeks, this I believe 

will, and does encourage people to say that it is urgent. 

1) But some new chairs for the patients reception area. 2) Put a new pedestrian entrance in near the Lloyds 

pharmacy to save having to walk round, currently I am awaiting 2 hip replacements and it can be painful 

walking round from reception etc 

More staff on reception desk at busy times/when queue builds up. It is very frustrating at normal times of the 

day to queue for a long time when collecting prescriptions and the so-called dedicated area is closed - what a 

waste of space that is! 

More same day appointments, so that there are slots for those who need to see the doctor that day, but don't 

have something that they feel is classed as an "emergency". 

Not answering phones for two hours each day for "lunch" is utterly ridiculous. Especially if you need a same day 

app, are told to phone back at 1pm only to find that no one answers the phone and the automated system is 

useless. I cannot see why staff can't stagger their lunch breaks. 

Making it easier to get through on the phone and more flexible times to call for appointments. I start work at 

8.30, so can't call then, and often have meetings over lunch, so struggle to call at 13.00. Being told you have to 

call at a specific time for an appointment is impractical. Having to hold for so long is also frustrating. 

Make more time to see Doctor/Nurse. It would be nice not to feel one has to hurry up otherwise one will clog 

up the system. 

Make the reception area less formal. Improve the functionality of the online appointments process.  

Being able to get through on the phone for a same day appointment. Spend a lot of time redialling as it always 

engaged and doing ring back costs. 

My doctor left the practice and I wasn't notified - found out when I went to make an appointment. So, 

communication. 

I am using this box because there is no 'any other comments' box. I have given positive comments about my 

last consultation but I have had very poor consultations previously. 

Time it takes to get an appointment that it not in the same day emergency clinic, currently approx two weeks. 

getting an appointment is difficult, know surgery open long hours but not easy when you work full time and 

only get home after 6pm, weekends would be good but staff deserve time off also 

Telephone booking system I often ring the message does a circuit then tells me I cannot leave a message?? All I 

wanted to do was talk to someone, this happens often, I have told reception but nothing resolved!! 

when new doctors come in or even locum the ethos of the practice needs explaining to them better, one good 

thing about the surgery is patience shown by the staff to different disabilities and this does not transfer to new 

staff/locums causing in some cases more distress to the patient 
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The appointment system , sometime an appointment is not that urgent that you need to see someone that day 

but some appointments have been 3 weeks or even longer .. Also trying to get through on the phone it was 

easier when the option to book, cancel or change an appointment was available  

put arrangement of seating back as it was so one can see when the Dr. calls you, as not all Drs. use the digital 

display. 

More friendly reception staff. Better automated phone system to get through to a receptionist more easily. 

In my family we have struggled getting an appointment within a few weeks of booking. It us very frustrating. 

Later opening hours to suit working people and more than 1 Saturday a month would help. Seeing a nurse isn't 

ideal and it quite annoying when they don't seem to have the knowledge of a doctor.  

receptionists should be more sympathetic towards patients. appointments should be easier to make if you can 

passed the receptionists. 

Improve the waiting room. The decor looks a little dated, there seems to be a lot of equipment just stored 

there, Walls with notices posted in random places, and with the blood pressure machine the room just feels a 

little in organised and chaotic. 

Put a smile on the receptionists faces. They all look like they've had a bad day even at 8am, cheer up! 

Get reception staff who actually want to interact with patients and don't make you feel like you're ruining their 

lives by simply existing. 

Appointment by telephone can be difficult. It's OK for us as we are 15 minutes away so coming in to make an 

appointment is much easier. 

Maybe being able to specify AM or PM using the automated appointment service - but that is being picky! 

I know you have recently decorated the waiting area but it could be even smarter and more comfortable. Could 

you consider investing it that?  

More doctors available for 'same day' appointments meaning you could book them say 48-72 hours in advance 

which I know defeats the objective of 'same day' but I think it would be appreciated. Currently you HAVE to 

ring up on the actual day. 

Communication and continuity. I have been told one thing by one doctor and yet when I then try and put this 

into practice with the reception staff, I am told I can't do it. This eventually involved 3 phone calls and another 

doctor wasting their time having to phone me back just to make an appointment for a cholesterol test! 

As I have a long term complicated condition I would on occasions like to see my doctor. Maybe even urgently. 

The only option I get is to try for the day he is duty doctor and get a same day appointment. There should be a 

better way 

appointments at a time that suits me - it would be good if the practice was open later as I work and sometimes 

need to see the doctor and don't want to wait 2 weeks for a non emergency appointment. 

Sometimes the wait is to long as I have either to get to work or have been released from duty to attend 

More available appointments with the GP DR FERGUSON that we (my family) are registered with as it's often a 

few weeks before a free apt other than same day apts when he happens to be on duty. I believe continuity is 

important for ongoing care if possible .  

Consultation time. I'm conscious of the need to tell the doctor the problem in a very Short time and feel rushed 

in my thinking process and often forget things I wanted to say. 

The waiting room layout. It was better how it used to be when the chairs were arranged casually around the 

(magazine) tables. I do not like the hospital waiting room type rows. It's ok if one sits in the front row but 

getting in and out of the ones behind that is a nuisance.  

Sometimes noisy children in the waiting area are a problem, but you would need to find a separate area. 

booking appointments in advance - it is sometimes difficult to do this as you are leaving when you do know 

that you have to come back in a month and appointments are not yet available 

I would prefer that it was easier to make an appointment with the doctor with whom I am registered. 
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pharmacy's collecting a lot of prescriptions should have a set time or a dedicated member of staff to deal with 

them to stop them holding up the queue  

Making appointments. I have given up trying to phone. It is always engaged and have been forced to come to 

reception to make an appointment 

Waiting times, segregating people with chronic illnesses from acute illness such as coughs and colds. I've got 

coped so sitting in a waiting room with people coughing and little kids obviously ill doesn't help them or me 

I think it would be great if we can email messages FAO the doctors. It would be convenient if we can cancel 

bookings online as yesterday I tried all morning to cancel, ended up being on hold for over ten mins and ended 

up cancelling AFTER my appointment time!  

Being able to book an appointment on line. Each time tried so far there are never any appointments available, 

no matter when or how far ahead I want to book 

There seem to be a huge number of reception staff-some much more effective than others-consistency would 

be good. Clearer labelling of how to locate rooms within the building. 

Making appointments for INR blood tests is ridiculously difficult. It is almost impossible to get an early 

appointment. 

ease of getting to see your own doctor without having to wait for weeks and sometimes over a month 

Have just used your online facility to try to resolve a difficulty over a repeat prescription but after more than 24 

hours have had no acknowledgement or advice. What to do next? 

the treatment procedure is very slow . it’s very hard to get the proper treatment on time . we have to make 

plenty appointments before we get the actual treatment. 

Availability of doctor when making an appointment as I often have to wait a couple of weeks to be seen.  

Ability to consistently order a repeat prescription online. On occasion, I have been unable to do so. 

sometimes you have to wait to be seen when you arrive for your app. Also it can be a few wks that you can see 

your own Dr so sometimes you have to see another Dr with your problem. 

able to book appointments to see doctor in advance instead of having to ring in morning to get appointment on 

the day you need it . 

Being able to book appointments online to see the nurse e.g. Smear tests, blood tests, asthma clinic, diabetes 

apps would be hugely beneficial. 

Easier availability of doctors appointments, having to wait for nearly a month to see your doctor is far from 

acceptable. 

To be able to make same day appointments for the afternoon in the morning as it's not always possible to ring 

later in the day if you're working. To make it easier to make a non-same day appointment within a week of 

ringing or going on the website- currently the wait is too long for things that don't need to be same-day but 

can't wait too long. When the doctor wants to ring you they currently don't tell you a time- not everyone can 

answer their phone when at work. 

The appts on line being available at the same time as at the surgery. Often can waiting for them to come on 

line then find I've missed them. Frustrating!  

Avoid delayed starts at opening and after lunch breaks. The delays inevitably get longer as the day progresses.  

I may not be up-to-date with all you are doing on this front but any efforts to look at the holistic physical AND 

psychological needs of patients would be appreciated.  

Longer appointments for issues which staff KNOW take longer than average. Like overseas immunisations. I've 

recently had an unpleasant experience where I was told by the travel nurse that she would have to hurry me up 

because I'd had my 15 mins and when I suggested I'd been kept waiting longer than my appointment and I 

didn't yet have the info I needed, she told me we had had a lengthy discussion about my needs already! I felt 

her manner was exceedingly rude and she left me unclear about what I needed and whether I could actually 

get it at the surgery. I was not ready to end the appointment but I was told it was time, in no uncertain terms. 
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The appointment was at best, chaotic and unsatisfactory. I hadn't and still haven't got my head around what is 

and isn't available for my trip and I'm quite irritated that I have to come back again to get it sorted.  

The system is bad , to see a different doctor each time when I have an appointment and to wait so long time to 

have I am in such a pain. I will change the system to can call mu GP specially when is telling me to call to make 

an appointment with him/her in a week time and I can't. 

Out of hours coverage: I do not have much faith in 111. Also, recently, the entire practice was closed for half a 

day during normal hours, apparently for training. I would have thought this training could be on a rota 

Not having the blood pressure and weighing machines in the waiting area. Not having the chairs in such long 

rows (the outside chairs are always the first to be used and you sometimes have to try to pass people to sit in 

the only available ones in the middle) 

I liked it better when you could see a nurse for your annual check-up as I do not feel comfortable using the 

weight and blood pressure machines. 

Only a minor comment. Better indication for where rooms are. Maybe I missed some signs but recently I had to 

see a different doctor to normal. I think I had to go to room 9 or similar. I went towards the left corridor (as 

seen from reception) and the first room numbers I saw were much higher so I went to the other corridor and 

the numbers I saw there didn't seem to be what I wanted. I went back to the left corridor and further along, 

found the room I needed. Assuming I didn't miss some signs, maybe just an A3 (or even A4) paper plan showing 

the room numbers would suffice. 

consideration might be given as to whether the health pod area in the waiting room should be made a 

permanent booth giving more privacy 

A gap in the fence so we can have better access to the pharmacy across the road! There use to be one until you 

had the fence built all the way round. Not patient friendly. Especially for the elderly and disabled.  

Getting online appointments nearer to when you need them rather than waiting for two to three weeks. 

Some of the reception staff should stop using their position to show their power when dealing with visitors. 

The self service machines in the waiting room. Being 6'2" I have to hunch right over in order to get my arm into 

the BP device properly. I swear this gives me duff readings! Also, the "clever" computer. Each time I tell it I gave 

up smoking in 2007. At the end of each assessment, it tells me to stop smoking! 

Waiting time to see a doctor. I've just checked online and the first available date to see any doctor is 4/2/14, 16 

days away !!!! Frankly that is simply not good enough. 

The automated telephone system. It is not working for numerous reasons. Very poor system and service. 

Make more appointments available via the online system - more often than not no appointments available in 

the next fortnight 

the time it takes to see a doctor 3weeks I could be dead in that time 2weeks for urgent phone call back it needs 

sorting out 

longer opening hours for doctors and nurses. no-one lives in a 9-5 world anymore. more weekend clinics. being 

able to make appts online for nurses as well as doctors. 

Contactability - arranging an appointment over the phone is near impossible, as phone is nearly always 

engaged and the same day rapid access clinic no longer appears to be working (automated message say "No 

appointments meet your requirements") 

The last time I was there some of the chairs in the waiting room were looking worn and past their best. 

too much time waiting for appointment, I mean, u make an appointment and you don’t visit to the doctor till 2 

weeks later 

Making it feel like you aren’t just trying to rush a patient out of the door, I'm not a regular visitor to the doctor 

and both times I've felt like the doctors are keen to get me out as quick as possible because they've got other 

people to see. I only go to the doctors if there is something I am really worried about but you can see why 

people just go straight to A&E 
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making appts - difficult to get through and then can get cut off - waiting for ages for an answer - however new 

on-line system is great 

The one thing that I would like is to be able to see my doctor which is Carol Clouter when I need and not have 

to wait three or four weeks to get an appointment 

Saturday morning surgery for emergency appointments with adequate staff. Recent personal experience where 

my wife was directed to A&E because doctor was under pressure. 

The last time you wanted to get medical help from the surgery, what did you 

want to do? 

2 Week Wait?? 

A Dr or a nurse depending on what info or help was needed. 

Excellent Nurse 

Fobbed off with nurse, not good 

Get a repeat prescription 

Good phone service. 

I appreciated the time I was given and didn't feel at all rushed. 

I can't always see my GP unless I want to wait more than a week or up to 3 weeks sometimes. 

I expect like most people I prefer to see my assigned Doctor. 

I get my annual diabetic check up automatically 

I saw a nurse 

I wanted to see a GP but it was quicker to see a nurse. 

I wanted to see my own Doctor but he was not available for two weeks! 

Made an appointment 

Managed to get an appointment with my chosen doctor with two weeks. 

Medical problem sorted, no problems 

My Doctor has been very helpful in the Short time she has been at the surgery. 

My G.P. DR CLOUTER, will make the decision , if I need a home visit. 

My mother needs to see nurse Fiona but no suitable appointments available 

My own GP was unavailable, but I saw another, who was extremely helpful and considerate. 

Needed to book a fasting blood test for before 8.30am 

No problems 

Nurses CAROLINE and OLGA are excellent nurses, I would happily see them over a doctor.  

Ok 

Report on my blood tests. But have not had any information on my urine test! 

See also previous difficulty (6) 

Seen 4 different doctors relating to same complaint 

Wanted to discuss blood test results. 

Was able to book same day appointment. 

You shouldn't have to wait a month to see a GP. 

doctor, very careful in examining, diagnosed problem, gave medication  

for my Depo jab 

just wanted to get my blood test results 
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pleased much 

satisfactory appointment 

the phone system is easier to use than the online is 

very good 

Having just got up, I rang at 08.10 for a same day appointment. The automatic system offered me an 08.30 

appointment which I accepted. With only time to Dress, I turned up unwashed and unshaven but I had my 

appointment and was happy with the result. Thanks. 

I so my previous GP which I didn't know is still my GP when I receive by post at home a letter about I have 

another GP. I had to repeat again what is happening and she said is noting she can do just have to wait to 

receive a letter from the hospital regarding my referral which I have been waiting more than a mouth,  

But ended up getting a phone appointment which I had to fight for as no appointments available for a month 

Booked same day appt on auto system but felt tel call would have resolved but got appt early & tel call would 

have meant waiting longer to get through 

I use the RD service. It was the first time my batch had run out, I didn't have a repeat prescription form (left at 

the pharmacy) and was unable to arrange a repeat prescription online (which I used to do prior to RD), the duty 

doctor called back and kindly arranged my repeat script.  

To collect R.D.S. prescription as they were not at pharmacy. There seemed to be a bit of confusion over these. 

I have been concerned with the length of time between wanting to see my regular doctor and actually being 

able to do so; this has been as much as four weeks but which time either the matter had gone away (one 

solution!) or I had given up and looked for help from another source.  

Had to have a phone appointment because couldn't get a appointment at the surgery for the next four weeks 

I was a little frustrated that I had asked to see a GP, and was booked with the nurse without being told. I don't 

mind seeing the nurse, but it seems odd that I wasn't informed this would be the case (the nurse was great by 

the way). A receptionist did ask what the problem was. I said it was my eye and was asked no further 

questions. I wasn't asked the nature or severity of the problem at all. I find it a little concerning that a 

receptionist made a decision on who I would see based on so little information. My problem got worse and I 

ended up having to see a GP anyway. 

My wife had a letter asking whether she would like a health check. She had one with the nurse. I have never 

had a letter asking if I would like one so I requested one at surgery. 

I was given a triage appointment then referred to a GP. I have no idea how or why these decisions are made. 

When did you want to see or speak to the doctor or nurse? 

And I got what I wanted. 

Arranged same day appointment. 

Called back 2 days later but that was explained by receptionist so ok 

Doctor gave me a date and time to visit 

Given appointment for 2 weeks time which not acceptable 

Ha needed to for some time now. My recent appt for an asthma review 

Had an appointment 20 mins after phone call. 

Had to wait 3 weeks to see my own doctor 

Had urine inf needed abx asap 

Had various tests and follow up with results and I am seeing Dr Ferguson on 24th February 

I can normally get an appointment for a doctor or nurse. 

I had a chest infection 



   60 | P a g e  
 

I have problems that I need advice on the day. But will only telephone if I need help. 

I made an appointment. Not a problem. 

I prefer Saturday appointments, because I am working during week.  

I usually only contact the surgery in case of pressing need 

I was lucky to get it thanks to receptionist  

I was made an appointment for later in the day. I would have preferred to see the nurse earlier. 

If I know something is wrong with me I need advice within a few days, not next month. 

If you say it is important to see a doctor the reception staff do their utmost to accommodate.. 

It depends upon the nature of the condition 

It was an emergency with my 87 year old mother 

It was not a serious matter nor did I need immediate attention but I received good service. 

It's a longer wait nowadays, and that's a national issue. 

Just wanted advice and was called back/contacted on the same day. 

Maybe when I am sick and in pain too 

My four month old son wasn't very well so wanted to see someone quickly. 

N/A 

Next day, or day after would be ideal. 

No problem 

Problem solved same day 

Unable to do this, so opted for same day appointment. 

Usually have next appt arranged 

again2weeks 

because I know this is the only way to be seem within a month 

but I had to wait 2 weeks 

could not see my doctor for a couple of weeks had to see someone else 

last visit of her day 

pleased much 

this varies on whether it is a routine or urgent apt. 

very difficult to see my own doctor who knows my problems without having to wait 3 weeks 

very good 

very helpful 

was offered an appt 4wks time or phone same day for same day appt which is a waste of urgent slot 

wasn't possible 6 week wait 

On the same day is normally very difficult - trouble is you can’t always know in advance if you are going to be 

ill! 

I want to talk with my GP which she know the situation not with a doctor which I am new patient and I have to 

repeat my problem which is the same all the time only is getting worse. For me to come to the surgery and 

repeat the same story to different doctor all the time when I am  

Sometimes it can be more than a week of you want to see a specific doctor but phone consultations are usually 

same day. 

After 5 hours of continuous calling appointment line wife spoke to eastern European receptionist with request 

for doctor to call for advice . 24 hours later with no response from GP wife continually rang appointment line 

over 4 hour period before repeat request for GP to ring patient for advice stressing this was regarding query 
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carcinoma. No response from GP for further 24 hours. Attended surgery after work on 3rd day (1745 hours)and 

spoke to male receptionist. He checked the database and advised me that there was absolutely no record of 

my requests over the preceding days and this was why no GP contacted me. In my presence he recorded a 

request for GP contact and apologised for the lack of attention given by his female colleagues to my previous 

requests 

I am now receiving ongoing treatment for the original problem I had which has been going on for some 

months. At that time I wanted a same day appointment as I was concerned. I would have been happy to wait 2 

or 3 days to see my own doctor but phoned to get the same day appointment as previously when trying to 

make a 'own doctor' appointment I've had a long wait.  

I fortunately have had no need to make an urgent appointment, but it concerns me should I have to. 

same day is ok if you get to surgery 8 am, telephoning is a nightmare, other wise 3 weeks is the norm 

My own doctor wasn't in, but another doctor rang me back within a couple of hours, and was very helpful. 

Difficult to get my mother out of house and wanted nurse appointment near same time as doctors 

appointment 

There have been times when a phone call would have done. As far as I remember my regular doctor was not 

available for this and I didn't want to start again with another one as my situation is a rather involved.  

No chance of seeing any doctor under 2 weeks (unless you make a same day appt) No chance of seeing my own 

doctor for a month even asking for the next available appt 

Couldn't get an appointment so had to go to general hospital walk in blood test centre. Very inconvenient to 

get there. 

If I remember correctly the earliest I could see my GP was nearly 3wks later so I took that appointment,  

How did you make your last appointment?  

3 weeks sort it out please 

Able to make an appointment for same day. 

Annual diabetes and Asthma check-up 

As I am getting older I now prefer to be seen by a male doctor. 

As mentioned previously 

Booking an appointment on line is impossible 

Booking online is too far in advance and you can't book the nurse online. 

But had tried online first but nothing available for weeks 

Can never get through on the telephone - have now arranged to use web site. 

Can't use the online service for some reason 

Efficient system which is geared towards non urgent appointments as the waiting time can be long 

Excellent service from KATE as always. 

Fine! 

Found it very useful. Thank you. 

I can't remember I usually phone or make an appointment online  

I found it quite easy to get an appointment for when I needed it. 

I get up in the middle of the night to get an early appointment.  

I have regular blood tests as I am warfarin This always works well with appts. to suit me 

I needed to change the appointment sent to a different date. 

It takes an inordinate amount of time for the phone to be answered. 
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It's just such a chore in a busy world, never get through. 

It's often difficult to get through on the phone as it's mostly engaged 

Making appointments by phone or online great in theory but is tricky in practice 

My daughter went in to make an appointment  

My wife booked an appointment by phone 

Ongoing appt.  

Only way to see a doctor on same day 

Original appointment was done online, but I had to reschedule it by phone. 

Phone system not easy to use and not always easy to get through 

Phoning up is a joke 

Took ages to get through 

Usually make appointments by automated service which I find really easy to use 

Very efficient. 

Was lucky to get through must have been after morning rush  

automatic phone can never get an appt with my GP Online is just the same 

easier to speak to receptionist and discuss availability of dates- no choice via web site 

good 

I find phoning very hard to get through to reception 

not much help? 

nothing available with my own GP for two weeks. 

on line service did not work 

on-line and automatic phone system - try to do appointment ;) 

pleased much 

was unable to book the nurse online so booked to see a doctor 

Had to phone repeatedly as could not get through to reception (line engaged/unavailable). No appointments 

available on online system or automatic phone system. Dealt with quickly and courteously when I finally got 

through on the phone though :) 

I made the appointment at the front desk, as I could not see how to book an appointment with the nurse on-

line. 

I tried to use the online system but my doctor (DR WEBSTER) was not listed, so I had to telephone. 

I think the majority of people would prefer to speak to someone in person and feel the automated system may 

be difficult for the elderly patient. 

I like to use your on-line system - which I do for prescriptions - but your on-line appointment booking system is 

rubbish  

I have used the online service in the past but increasingly I find that I cannot get the appointment that I want. 

So recently I have reverted to speaking to a receptionist or nurse! 

you can't make appts online to see the nurse for a Depo jab or even on the automated phone system. bit silly. 

I've used the telephone system before and gave up. It's far easier to speak to a human being on the desk ! 

Tried to call numerous times over 3 days. Didn't want an urgent same day appointment, so the automated 

system was of no help. Sometimes engaged?! Other times no option to speak to someone else. Needs work! 

Eventually the option was available 3 days later. 

I would like to book appointments online but every time I have tried to do this there were no appointments 

available. Very disappointing. 
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It seems that seeing receptionist is better . One can explain face to face that it is imperative that you see a 

doctor or preferably the doctor that you are registered with. 

I usually ring for an appointment but as I was at the surgery attending an appointment it was easy to go to the 

desk to get a follow up. I do have the option to make an appointment on line but after trying it once I find it 

much simpler to phone.  

My Dr works limited hours and if I want to see him personally it’s the only way as he gets very booked up . 

Otherwise I use on line 

I don’t v often come to the surgery so it is awful when u haven’t had a v friendly welcome. Must be horrible for 

elderly who perhaps don’t speak to anyone else in the day. 

It is so easy and there are always appointments. I have tried the on line for appointments but it didn't work 

Very difficult to book appointments by phone; the service is almost constantly engaged. I've since registered 

for online booking and will use this in future. 

See comment Q8. Within 10 minutes of leaving surgery and before arriving home, DR LAURA FRANCIS contacted 

me by phone and discussed my concerns. She assessed that I needed to be seen urgently and offered me an 

appointment very early next morning. Due to commitments I was unable to accede to this request but was able 

to fix a mutually agreeable time later that day when I was seen by DR FRANCIS in surgery. 

I do understand about lunchtimes being needed by everyone, but when I am at work, the first chance I have to 

book is normally during my lunch, it is frustrating when you need to speak to someone, and you can't :-( 

Eventually after contacting the practice to say I could not get an appointment through the website. 

Were you able to make an appointment at a time that suited you ? 

3 week wait. 

As said had to fight to get even a phone appointment 

At this time, yes. 

Because of the app being a month away and not urgent. 

But only after 3 attempts 

Had to push receptionist for a suitable appointment 

Had to wait in the waiting room for an hour and a half 

Had to wait longer than I'd have liked ideally 

I accepted the one I was given 

I am quite flexible living close by and not working! 

I am quite flexible regarding time as I am retired. 

I except, there needs to be give and take. So happy. 

I managed to get an appointment but not in the time frame I wanted 

I prefer to take a time that is available to me regardless if it suits.  

I saw the nurse not the doctor. 

I took the next available appointment that the doctor could make. 

I was given an appointment for 5 hours later. 

I was unable to get an appointment with my own GP so had to see someone else  

I'm always flexible about the time I attend the surgery. 

It was not easy to get our own doctor but we could get an appt with another one 

It was too many weeks in advance. 

It's not always possible as surgery is very busy 
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Not ably to see doctor of choice for several weeks. 

Now that I no longer work I can be flexible about appointments.  

Often can't get own GP appts on line 

Same day app. 

Saturday appointment I found very useful option. I work between 9 -12h a day 

See Comment Q8 - Q9 

See above 

See question 8 comments 

Waiting time ridiculous. 

being retired gives me a great deal of flexibility.  

but it had to be booked well in advance 

but not with the doctor I would have liked to have seen 

but not with the doctor of choice 

eventually 

it was easy enough with the choices I had available. 

no suitable times available so have to ring on morning or afternoon for same day appointment? 

not always 

not really had to compromise, even though it was 6 weeks ahead 

on this occasion l made an appointment for my son and it was brilliant  

pleased much 

see previous comment 

the last apt was not urgent so I did not mind waiting. Getting a quick apt is a problem 

the time allocated was a compromise as I needed to see a doctor  

the time was no problem it was the length of time to get the appointment 

I eventually gave up trying to speak with my regular doctor and found some help outside the practice.  

Would've preferred a lunch time, but was still able to get a time in the afternoon, as there had been a 

cancellation 

This is quite rare though, sometimes my appointments have been a few weeks later as it has been booked up. 

I booked it 3 weeks in advance knowing I would not be able to see my own doctor at Short notice this was only 

possible as it was an ongoing complaint 

Only in as much as I am unable to get the day or very often even the week I want, To see a specific GP I often 

have to wait 3-4wks. Which I find frustrating! 

I needed a fasting blood test but I start work at 7.30am so I had to take time off work. I don`t work Saturdays. 

NO all the time when I have been at work and call was very hard to have an appointment at the hours which 

suited me  

I prefer Saturday appointments, because I am working during week. And that means I see different doctor 

every time, not my GP. 

Out of choice, I would have preferred to see the doctor sooner (within a couple of days), but the earliest 

appointment on-line was for a week ahead, and I couldn't get through on the telephone despite several 

attempts (it was engaged) 

The first time I called I was asked if I could make an appt which was in 8 minutes time and when I explained I 

couldn't get there in time I was told to ring back after lunch 

Takes weeks to see my GP for non urgent appointments. Was not asked on the phone what my needs were. I 

just wanted to see my own GP. Do not like all this talk about we are one group because you are so individual 
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and one GP gets to know you and what you’re like. Makes for a less stressful visit, you put your trust in the GP 

that knows you and hopefully your family.  

I would wait the required time . As my Dr is 'a star ' I can Drop him a line or speak on phone !  

Past year did not make appointments , as I was very unwell and did not go out. My doctor visited regularly , for 

checks etc. 

Really inconvenient to not know when the doctor will ring. If the call is missed it's really hard to get hold of the 

doctor again. 

I thought the rapid access via phone system was excellent. I didn't know it existed & tried it having had a really 

lousy night. It was very reassuring to be able to see the nurse early on in the day. 

Are you aware the Grove Medical Practice provides an Extended Hours Service 

for people who want a routine appointment outside normal working hours? 

...but I do know and will probably use it when possible 

Although was not sure if still available and to who! 

And it's next to impossible to book a appointment in Extended Hours within a week or even two. 

Asked for next available appointment 

Aware of open times 

But does your on-line system offer choices in those hours? 

But find them over subscribed 

But finding details of this online or in leaflets very difficult 

But good idea 

But I do now! 

But unsure of what the hours are and when. 

EVERY Saturday morning would be better 

Have used this service once  

However, this is not encouraged - probably quite reasonably! 

I am pleased this option exists, but being retired I have no need. 

I doubt it would be possible to get one of these appointments ever. 

I have not seen or received any information of this during any of my visits. 

I have not seen this publicised. 

I know that there are extended hours but don't know any details 

I might have been informed, but been to unwell this past year to remember. 

I presume this is Saturdays. Can be no good for emergency visits. 

It would be good if this could be increased 

Monday & Tuesday evenings and Saturday mornings should be fixed and weekly. 

Nice to know ! 

No longer work but an excellent idea! 

Obviously most useful for people at work. 

That's great. 

This is a good addition to your service. 

This is a very useful service for those who work full time like myself 

Very rarely able to get a slot  
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Was not informed. 

always get the information that doctors are busy and I have to wait a few days to visit 

as yet I have not needed to use this service but may want to at some time. 

but as I understand it, that is not advertised nor do I know what those "extended hours" are  

excellent 

never mentioned by the staff ever 

not sure who qualifies for this service 

sounds like a good idea 

that's good 

I would have found that very useful when I worked full time. It's so difficult to get time off work for 

appointments. 

I don't think the extended times are good enough it should be every Saturday and for a lot longer and every 

evening and it should be all the doctors not just one or two 

But I consider these more for people who are working and therefore need this type of appointment. As I'm 

retired I would be extremely reticent about taking one of these appointments as I imagine they are limited and 

those with jobs need them more! 

I am aware of the service but not what days/dates this operates. Unable to book online most times. 

This service is not widely advertised but would be extremely advantageous to people like myself who work long 

hours during daytime. This service if available should be restricted to employed people ,a marker placed on 

your system would easily identify employed persons as opposed to those using the service because it is more 

convenient rather than attend although available during normal surgery hours.. 

I am not aware of this but would not normally need to do this as I can usually make 'normal working hours'.  

Use this space to suggest ways in which we can improve our appointments 

system 

A more responsive online booking system. 

Add times available to the automated services  

All very easy as it is 

Allow booking of non emergency appointments online 

Allow for emergency appointments with a specific doctor 

Allow patients to be booked in at Short notice if there are cancellations 

Although the survey says this is optional, I had to write something here to get to the next page. 

As above ref. telephone appointments 

As suggested elsewhere 

Automated phone system needs to be totally overhauled.. 

Be able to book to see a nurse online? 

Better online booking system 

Better phone system 

Better signs to the rooms - maybe number them 

Block off that secret room behind the reception so the receptionists can't hide.  

By always having appointments available within a day or two to book online 

Clearer information on how to use the online booking system 

Collecting repeat prescriptions is not always clear, sometimes at desk other by nurses rooms. 
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Create a 21st century on-line system with choices of available dates and times 

Difficult one - Shorter lead times for appointments equals more doctors!! 

Don't envy you the task of finding an easy way 

Ensure that the automated system is activated out of hours. 

Have more appointment's available on the same day clinic 

Have more people answering phones . 

Have more staff to receive phone calls. 

Have the appointments phone line manned for all the time the surgery is open 

Have tried the phone system and found it frustrating.  

Having more staff. 

I am not sure that you can because you cannot please everybody. 

I am very happy with your appointments system as it is 

I can't think of anything as I have always found it easy to make an appointment to see someone 

I can't think of anything especially as I don't know the current mechanics of the process. 

I can`t think you can do anything 

I cannot 

I don't want anything to improve. It has to stay the same way. 

I find it a simple process 

I have. Not any idea 

I think it works just fine 

I think it's fine 

I think it's fine as it is 

I think the appointments system is ok  

I think you are doing everything that you can  

I think you have improved it and now it is good. 

I think your system is very good 

I would like to book appointment online 

If possible allow patients to make appointments with the Nurse on-line. 

Impossible  

Improve the online service so there are more appointments available. 

In regards to where each Dr's office is. I believe that better signage could be used. 

It's ok as it is 

It’s impossible to book by phone but I don't know how to get round this 

Just make it easier to make routine appointments 

Let patients know if Drs are full or part time and which days they work 

Make appointments to see the nurse easier (particularly for routine tests) 

Make it easier to book early INR blood tests 

Make it easier to see my named Doctor. 

Make it possible to have an earlier appointment. The on line system was only offering weeks ahead 

Make sure website is always up to date. Put nurses on website as well. 

Maybe more reception staff at busy times 

More appointments on daily basis to be available 
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More directional signs 

More extended hours slots 

More manpower manning the phones/ longer time to be able to ring to make appointments 

More options online - for example to make appointment with nurse, not GP. 

More phone lines 

More prompt answering of the phone. 

N/A 

N/a 

NA 

No need 

No suggestions 

Not sure how you can make accessibility to own GP easier 

Not sure when the automatic system is working 

Only as stated in answer to previous questions 

Pretty difficult in view of the large number of patients. 

Probably impossible without employing more doctors! 

Same answer as number 6. 

Satisfied with present system. 

See previous comment 

Seems very hard to get own Dr at times. Maybe has too many patients  

Streamlined and clearer online booking. 

The automated service works perfectly. 

The system is fine, just too many patients!!!! 

There are too many patients and not enough rooms and doctors. 

There is usually a Dr one CAN see just not the ones you have confidence in - maybe  

To be able to book afternoon appointments in the morning.  

To reduce the length of time to wait for an appointment you would need more staff. 

To see your own GP within a couple of days instead of waiting up to 2 weeks 

To try and reduce the waiting time for non-urgent appointments. 

Today I went to see a Dr but there was no sign to say where she was based. But generally good.  

With new Dr's it would be helpful to have room numbers come up on the electronic board 

You have a SYSTEM? I'm staggered. 

You should realise that people are human and if they are unwell they need to be seen. 

Your appointment system is ok. 

Your online booking system falls when you want an urgent appointment 

add nurse to the online system 

advertise the extended hours service ! 

allow online bookings for appts to see nurses and also via the phone system 

always have to ask which room locums are in 

ask pertinent questions at time of booking appointment 

availability of appointments a few weeks ahead when you have to make a return visit. 

availability  
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be able to phone at lunchtimes 

being able to make an appointment which isn't same day, on the phone 

cut delays in waiting time on day of appointment, more choice on website to see GP of choice 

do away with automated system 

don’t know 

encourage people who can make appts during day to do so keeping after school times for chilDren 

extend length of dates available 

it would be helpful to have a direct line to appointments 

make it clear when you make the appointment if you will see a Dr or a Nurse 

make reception aware that some people are worried and need to speak to someone. 

more doctors! 

more online appointment 

no comment  

no suggest 

none I can think of 

not sure 

not sure as I don't know the problems and financial constraints you are faced with. 

not sure there are any, it's a busy practise 

now you have put numbers on the doors it’s a lot better 

online appointments ! Web form can ask about every detail and pass priority automatically... 

open later in the day and at weekends  

pleased much 

same day appointments online 

the system to me, seems to be working  

too early to say 

If people are habitually late for their appointments they should be made to wait or rebook their appointment. I 

do not feel it is fair for them to be squeezed in and seen and make everyone else run late as a result.  

The main improvement needed is to reduce the wait on non urgent appointments. Because sometimes 

patients don't know what is and isn't urgent. And don't like to bother the urgent appointments, so opt for non 

urgent. 

It is difficult to find which room you are supposed to go to, if you haven't seen that doctor or nurse previously.  

You should be able to make an appointment at the surgery for next couple of days rather than being sent away 

to make repeated calls at a specific time 

Non urgent appointments take about 3 weeks to get. It would be good to be able to see a doctor within a week 

or ten days max 

More availability of appointments that are close to the day being requested. Currently it seems if not urgent 

then you have to wait for several weeks to see doctor, which should only be several days. 

Use realistic time slicing, I've never once been seen at the allotted time, and I've better things to do than read 

Hampshire life for 40 minutes. An online or app based booking process would be much better.  

I am a relatively new patient, so I don't have enough experience of your system to say how it might be 

improved. 

You could specify what type of appointment (GP or nurse) one books when using automated phone system. 

Utilise one member of staff to man and maintain appointments line at all times of day rather than the 

reception desk staff answering it having dealt with personal callers, an impossible task. I have sat in surgery 
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awaiting appointment with GP for 30 minutes or more and witnessed this telephone ringing with back office 

staff ignoring the phone when passing by and reception staff fully employed with personal callers. When 

speaking to other patients both in and out of surgery, it is clear that the appointments line is a major and 

contentious issue. 

I have always appreciated how difficult it is to see the doctor of choice however when a request is made to 

speak to your GP he will usually offer a much earlier appointment 

Ensure that appointments changed online reflect those made. EG I changed an appointment online but this was 

not reflected when I arrived for my rescheduled appointment. I and been expected at the time of the original 

appointment.  

not sure how you can improve, but I do know phoning in the morning has not been successful to me personally 

and am lucky that I can walk. 

T is currently not consistent. Over 3 days I had different problems or options. A nightmare to try to book a 

simple routine appointment to see a doctor. Eventually booked one, but had to wait 10 days for the next 

available appointment. Not good! 

your phone booking system doesn't work as it is impossible to get through. Then it is automated and my 

daughter's dob is not recognised So the only way we can actually make an appointment is for my daughter to 

go to the surgery 

Having one designated doctor on hand per day for the rapid access clinic might make this a viable option again 

for people who are concerned to see a doctor same day but perhaps don't see themselves as a case for A&E. 

Permit same day appointments to be made in the AM not just after 13:00, if you need a patient to call back to 

recheck if any openings have opened up in the meantime, THEN request a call back at 13:00 

The waiting time for blood tests can be very long. Perhaps having a phlebotomist on duty where you wait in 

turn could be implemented 

Last time I booked online I didn't see there was an option to book an appointment with the nurse. When I went 

to book from reception there wasn't an appointment available for 3 weeks. if this is available to do online I 

needs to be a bit clearer 

The online system doesn't always work - if this is because the surgery is extra busy and all appointments are 

filled, a customer message should pop up.  

I think you do your best, but sometimes waits can be frustrating if you want to see your regular doctor who 

knows your history  

answer the phone. wile times I called a few hours and no one answered. if the patient reports that a major 

problem is to arrange it on the same day, and not to say that doctors do not have time today, call tomorrow 

Make it possible to book blood tests online or via the telephone booking system more information on the 

extended hours service more information on the doctors in the practice. Often if I want to get an appointment 

within the same week I've called, I'll have to see someone I've never met before, which can be a bit 

uncomfortable 

if only there was some way of us being able to put in a time we would like an appointment instead of having to 

start at the fist available appointment and working your way through until you get what you want  

More online appointments and the old system where you could book using the auto phone system and not just 

for same day was also good (though online would be better) - also the ability to book a nurse online for a 

specific appointment I.e. Blood test , cervical smear test as not all nurses do these. 

I think you would probably need more staff and less patients. I would like to say though that if patients could 

see their own Drs it would save time by not having to explain your entire medical history. 

The on-line booking system is great! Please could you make more appointments available for on-line booking? 

When making an appointment on the automated system it would be helpful to know if you were seeing a 

Doctor or a Nurse  
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When I sit in the waiting room I see the statistics about non attendance. It would appear therefore that this is a 

significant factor in the lack of appointments. If patients don't have the courtesy to inform the practice that 

they no longer need or are unable to make an appointment there should be some sort of penalty to deter this 

bad behaviour in the future.  

Re Q.13 ... It's not so much that they're confusing but I do think they could be clearer. The one's that are there 

'work' but there could be more guidance where to go. Re the on-line appointments system ... there has been 

an occasion when my regular doctor did not appear as an option (even for some time in advance) but there 

was no indication of why this was or what I might do instead. If there had been a note saying s/he was 'on 

holiday or otherwise not available until ...', or whatever, this would have helped.  

More admin and medical staff! - prompter response on the phone, and more appointments available, not just 

for today. 

The receptionist offering appointment with different doctor than your own as a matter of course, not having to 

ask if there's anyone else you can see 

getting an appointment from a particular doctor is very difficult and quiet long waiting. please if possible please 

keep few appointments of all the doctors spare so that we can consult the preferred doctor as per our wish. 

example is finding a appointment of DR PETER SHORT is very difficult. 

It is difficult to make an appointment in advance if your doctor is duty doctor on a specific day - you are advised 

to telephone on the morning of that day which makes it a hit or miss whether or not you can get an 

appointment on the day of your choice with the doctor of your choice. It would seem be better if all the 

doctors on duty could take some urgent same day appointments, leaving some time slots for advanced 

bookings. 

you need some kind of map of the centre on display so people know precisely which door to knock on when 

they have an appointment. This would speed up things for everybody 

Improvements have already been made. It is far better than the system which came into place when there was 

only an automated system when I always gave up using the telephone and came to the surgery to make 

appointments. Now, I am able to telephone and wait until I get through to a receptionist which is, by far, the 

best way to make an appointment.  

I don't have a problem with the appointments system- just the fact that there is always a delay in seeing the 

GP/nurse. 

It is very difficult to make a appointment by phone, you have to keep phoning and phoning until you manage to 

get through this can take a very long time. 

have more times that one can get a same day appointment I haven’t used the online booking system -I had not 

realised it was up . 

The biggest improvement would be to see one's own doctor within 2 or 3 days. I know you have the fast track 

but the old system suited me best and it's certainly more convenient for other people in my family who have to 

work.  

The problem with autophone and online services is they are only as good as the programme. And your's does 

not have a very broad operational window. The online service functionality could be improved by extending the 

time period within which an appointment can be made. Also depending on time of day, the automatic phone 

appointment system often does not do what I expect it to do so I end up speaking to a receptionist. So perhaps 

the functionality of this could be improved as well. 

That is difficult. I do realise that the practice has a lot of patients on its books and everyone who needs a doctor 

wants to see one as soon as possible. 

The on-line system never seems to have any appointments in the current week - I think it is too long to have to 

wait over 7 days to see a GP 

Make sure on line appts are available for same length of period as if ring in or book at surgery. Add telephone 

consultation appts to pre booking same as face to face including on line 
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I can't think of any improvement that would be possible within current (and future I assume) financial 

constraints 

better indication as to which side of the waiting room to go when called. e.g. which side the member of staff is 

situated. Note the room numbers do help. the direction arrows on wall notice board are not very effective 

if I need an appointment in 6 months to renew prescriptions then it should be made as I’m leaving the surgery 

Allow people who work to make appointments at any time in a day. I can't ring back in the middle of the day 

i.e. after 2 when I am at work. I always need a late in the day Appt and can never get one less than two weeks 

away 

I have never had any problems, but then I don't work, and I suppose anyone that does, could find it difficult as 

time slots could be restrictive for them, if they couldn't get the time off to attend. 

Works for me as it is as you can see a doctor quite quickly! However I feel that I do like to see my own doctor as 

I feel that he knows me! 

I think the on-line system is excellent - trying to make an appt by phone is a nightmare especially when working 

and has meant I have put off seeking medical advice  

Can be difficult to see the Dr you want at times, but think that may be a symptom of staff absences more than 

anything else. 

More appts available in advance I booked last month to see my own doctor and was given an appt 5 wks away, 

luckily I am not dying !! 

Make it quicker to see your own GP my appointed doctor has been and gone without me ever seeing her 

Put on web site times available for specific purposes. i.e. blood test times, what days doctors are usually in 

surgery.  

Appointment slips issued need to be clear. I asked why so faint told "It's the computer" this excuse was a insult 

even I know it’s not it's the printers!  

Would be useful if more appointments could be made available on the online or automatic phone system, but I 

appreciate it is a busy surgery so sometimes phoning in to reception is the only option. 

More phone lines/people to answer? Sometimes it’s not as clear cut as just taking the next time/date offered. I 

haven't managed to make an appointment online though I love the idea of being able to do so.  

Overcome everyone having to ring in first thing for a same-day appointment. Is a bottleneck that means lots of 

attempted calls before being able to make the appointment. 

Make it easier to see one’s own doctor sooner. Maybe that would mean each Dr having less patients??? 

You already provide a good service, I have had no difficulty getting an appointment that has met my 

requirements.  

Given the increasing demand for appointments I fail to see how your appointment system can be improved. 

Unless of course you recruit more GP's and Nurses. I do believe that a clearer explanation of how the 

appointment system works will be useful and also the compromises we might have to make to be able to see a 

doctor when we want to. For example it will not always be possible to see our "own" doctor. But if we see 

another doctor how well informed will that doctor be about us?  

over the years a number of ways have been introduced and I would suggest keep trying new and up to date 

ways 

More telephone lines, not automated but answered by a receptionist. I like to speak to people not machines. 

Allowing patients to call for appointments throughout the day, rather than during such narrow time frames. 

I've generally been able to get appointments that suit, but have real trouble getting through. I've also never 

managed to get an appointment through the automated booking service - always says no suitable 

appointments are available. I'm not sure if it is me doing something wrong with that though?  
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The telephone automated service has crackles/noises over parts of the messages, it can be hard to hear. It also 

seems to take you round in a circle quite often!!! I always tell the receptionist when it happens and they always 

seem surprised.....but it still happens. 

More info re extended hours service but perhaps only advertised to those who work during the day....an email 

reminder or text if the user requests these kind of reminders? 

The online system is very good but it is not always easy to make an appointment with my own GP. Perhaps the 

option should exist to prioritise available times for one or two specific doctors; if it is difficult to assign a sole 

doctor for each patient who needs one, then maybe a secondary or possibly tertiary alternative would still 

provide some personalisation to the service. (This is just a quick brain-racking idea and may or may not be 

helpful...) 

on the online making appointments it would be useful to have the nurses booking system as sometimes its 

them I need to see 

I would like it to be easier to make appointments for blood tests especially fasting blood tests when they are 

prior to a clinic. When the appointment for the clinic arrives there is often not time to have the blood test prior 

to the clinic as no appointments are available. 

It's all good because you can speak to a real person to make an appointment. Would hate automated system.  

Offer appointments that are for the same or next few days, at the moment it seems when you ask for an 

appointment you have to battle to get one closer than a few days unless it is in the clinic. The clinic waiting 

times are a joke.  

Allocate 15 minutes instead of 10 for every appointment? This might help you run to time better. As well as 

informing us (via that telly in the waiting room) how many appointments are lost due to people not turning up, 

how about measuring the average amount of time doctors run late by? 

I can get to make same day appointments, but never with my doctor. However when I want an appointment to 

see MY doctor, I would have to wait TWO WEEKS, and I find this unacceptable. 

Maybe add more criteria to online system to determine reasonable amount of waiting time for appointment 

dependant on issue. Or first come first serve days and not via phone, as line always busy - perhaps a queuing 

system on phone! Overall service is good. 

Provide more information. I may not need to see someone the same day, but I also do not want to wait 3-4 

weeks. The option I was given was to call at 8.30 each day. Easier said than done, especially as I too work. 

Sometimes it can take 3/4 weeks to see your own doctor, not always clear why this is, reception staff not 

always helpful in explains this. 

It is difficult to answer this question without knowing details of the surgery's operation system. The easy 

answer would be to open for longer hours. 

More online appts availability. Sometimes automated telephone system takes you in a loop. Speaking to 

different staff members has resulted in a different range of appointment availability.  

Don't Drop the rapid access by phone! Could you also make it clearer whether it is possible to get access to 

nurse-led appointments? This might reduce the demand on doctor time. 

sadly you can’t prioritise appointments so you don’t know how ill patient is, so not easy to teach people that 

they don’t always need to see doctor that a nurse will advise them?  

Let you know beforehand by text message if your appointment is going to be delayed more than 15 minutes. 

If seeing a Dr you haven't seen before the signage to the room is not very clear, if available at all 

Offer non urgent appointments within a week. Especially when booking online. It really is a joke and very 

frustrating when offered an appointment 3 or 4 weeks away. Although same day appointments are usually 

available, they should really be for urgent cases.  

Recently my appointment time lapsed so I asked the receptionist if I'd been missed (as per your suggestion) 20 

minutes later I was still waiting with no reason given by the receptionist. This is not acceptable. I realise it's 

difficult to maintain perfect time but I was left feeling that I was unimportant. 
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Being able to see a doctor within two weeks if it is not urgent (what is urgent?) but is important to you 

Have you ever left a consultation with a doctor or nurse without discussing an 

important reason for making the appointment? 

Anxiety over time constraints makes me forget. Though sometimes I have multiple problems. 

As already highlighted!  

Didn't happen often but yes I left without answers for my questions. 

I had more than one thing to talk about, but got the important one out of the way 

I have got home in the past and realised I had forgotten to mention something. 

I have sometimes felt that the doctor was after a quick answer 

Sometimes there is a need to discuss more than one problem which may or may not be connected. 

Yes, on occasion the doctors are rushed. 

but often find a ten minute slot to be a bit Short 

not recently -but in the past I have  

there would be no point, I have never had any problem telling what my visit was for. 

I have had an appointment and had two issues but the GP told me to make another appointment. This a waste 

of my time and the GPs. 

However sometimes I would like to discuss more than one problem but time is obviously limited. One has to 

decide which ailment is most troubling! 

I did this only last week but was able to talk to another doctor on the telephone, the following day. 

On the one occasion I saw someone other than Dr Carter I felt rushed to get finished & move on I forgot to talk 

about a health issue 

it is made clear that there is only a limited time window for the appointment, so you sometimes feel rushed 

and tend to gloss over things, so you have to decide beforehand precisely what you want to say. This is easier 

for some patients than others 

Sometimes I have forgotten to mention something, other times because I have more than one problem and it is 

one problem one appointment. 

there is a limited time and sometimes more than 1 thing to discuss - this point is a real issue for those who 

suffer from chronic issues 

Occasionally but not often, although 10 minutes is a very Short time for some issues, if complex. You can end 

up prioritising your concerns yourself before you go in, in which case you may not mention all you would really 

like to.  

What were the reasons for not discussing the issue that was important to you?  

I usually take a list with me and then play it by ear re: time 

I was talking about the primary reason for seeing the doctor but forgot the secondary reason. 

It is always stressed that you only have 10 minutes 

She told me my time was up despite my having unanswered questions 

The GP came in late and seemed very offhand on this occasion .It was not my GP  

my fault, should have made notes 

What is lacking in much medical care is an appreciation of the holistic needs of patients. So often the patient is 

treated as if medicine were separate from the rest of their lives. It is 'dispensed' in 10 minute modules of 

diagnosis and treatment, which more often than not, alas, means a prescription. Health is a complex matter 
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which involves more than diagnostic procedures and chemical interventions. There are psychological and 

contextual (social) aspects too. I think it is very good that The Practice is widening its perspectives on this. 

There is scope for education about mental and physical well-being and I would like to see more innovative 

ways of delivering this. Appointments with doctors are appropriate for some things but it is not the only way of 

helping people, and neither is it necessarily the most cost-effective way. I would like to see more emphasis on 

the psychological aspects of health. We are, after all, a mind-body system and we treat them as separate at our 

cost and occasionally our peril. I would like to see The Grove Practice re-organised around the needs of 

patients rather than the age-old appointments system which may be more familiar than effective. Why is there 

not a Pain Clinic, Relaxation Sessions, Help with claiming benefits, Ways to maximise mobility, Handling long-

term disability, Getting a handle on Depression, Support for carers, Diet Sessions, Living on a small budget, 

Ways to Stay Active, and so on? All these things (and many more) affect the well-being of patients. There are 

practices which have abandoned convention and re-organised what they do around the specific needs of 

patients - and with wonderful results of well-being, economy and staff morale. I appreciate all you do but I 

would like to see a new approach to what health means and how it might best be delivered to the community. 

If some/more of these things were done you might see a Drop in the number of people needing a doctor's 

appointment. And so then might the doctors leave their rooms and enter into creative discussions with the 

community about good health and how to promote and maintain it.  

Unfortunately as I've got older I realised that it brings many unwelcome guests. So when I visit a GP although I 

may have made the appointment for a specific reason, because of the time lag between making and attending, 

other problems may have occurred. Your reception TV used to say don't bring a list of problems!!! So I try not 

to. 

I had two issues I was concerned about and the doctor had little to no interest in looking at them and just sort 

of fobbed me off 

Do you sometimes find it difficult to understand what the doctor or nurse 

discusses with you? 

Always.. 

And if I didn't I would ask for clarification before leaving 

Hearing problems 

I am always happy with any diagnosis and treatment that is given. 

I ask for an explanation if I don't understand 

I ask for clarification when I need it 

I don't always think of the right questions to ask. 

If I didn't understand I would feel able to ask again during the consultation. 

If I do not understand, I will ask to repeat or. Explain. 

If I don't understand I do make a point of saying so 

If I felt uncertain I would definitely ask for an explanation. 

My Dr will take time to explain even Drawing diagrams and he uses or explains in lay-man terms . 

This is when my ME symptoms are bad and my concentration is not good. 

We never have an issue, since our level of English is up to native standards. 

if I don't understand I ask 

only on 2 occasions due to language  

or I'll ask 

pleased much 

the doctor's accent can be hard to understand 
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very clear 

I am foreigner and English is my second language. Staff spoke to me in clear way and I could understand 

everything. Very good! 

I'm afraid I have struggled in the past with strong (foreign) accents. I work with many nationalities so am quite 

used to accents but have found them an issue when dealing with medical matters. 

again it’s a question of the length of time allotted for the appointment and ones feeling of guilt over "Wasting 

the doctors time" by questioning him in any detail. 

staff in areas I’ve attended have been very helpful and have said the outcome in laymen’s terms that I can 

understand 

Ask patients to make a list of questions and take someone with them if it is complicated or serious. 

I only really struggle when one doctor contradicts what another doctor has said previously. Sadly this has 

happened quite a few times making it difficult to understand the reasons why I'm being given treatment or not  

Although I understand what is said to me, within 10 minutes of leaving I have forgotten a lot of it. 

One time the Dr even Drew a diagram which helped me to understand what could be causing my stomach pain 

I'm lucky that I have the ability and confidence to ask. Possibly there are others who are unable to do this. 

I am Polish speaker but had no problem to bring someone with me to help me understand the doctors. 

Do you sometimes find it difficult to remember what the doctor or nurse 

discusses with you? 

Age related memory loss, need written instructions! 

I have no problem of remembering what is said 

I would struggle to remember but I make a note at the time or soon afterwards.  

My rotten memory, not the way the information is given. 

My wife suffers from memory loss. But I always attend with her. Perhaps not the case for all 

Same reason as above 

See previous answer! 

The Drugs I'm on I struggle to remember my own name.  

I was once given some printed information on IBS which I was able to read through when I got home 

pleased much 

they frequently write down anything that I really need to remember 

I think it's just the aging process if I don't write it down I have forgotten by the time I get home 

I am lucky to have a good memory and am able to engage with my doctor easily, but can see why extra 

assistance might be useful for some. 

I like to look things up in greater detail when I get home, but have to remember key words, which I don't 

always manage to do. 

My daughter always with me , so will take on board all that has been discussed , I case I forget anything, and 

we chat about it again when we return home. 

my memory is not that good, since I had a brain tumour, when it was removed it still leaves a bad effect 

Sometimes the doctor has printed out information from the internet for me and this has been most helpful 
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Would you find it helpful to have a written reminder of what the doctor or 

nurse discussed with you? 

this idea is new to me I like it 

Actually I usually take notes but I can still miss things I suppose. 

Although I understand this would take valuable time. 

Although my memory is quite good, it's nice to have written confirmation of what I remember! 

As above 

But might do when I get older & more forgetful 

But my mother may who is also in this practise  

But, at the same time I equally do not want to put more time consuming work load on the Doctor. 

Definitely 

Definitely yes! 

Especially on my bad days 

For some things  

Good idea 

I may be pleased with this service in the future 

I sometimes list what I want to tell the doctor 

I tend to write it down myself if I need to 

I think the doctors have enough to do  

If the patient needs to do something then this should be available. 

It varies , in what has been discussed . 

Maybe sometime in the future, if my memory gets worse 

No, that will only take up more of your time. 

Not detailed, maybe just a copy of the notes the doctor writes during all appointments? 

Not myself but I could see the benefits in this to others  

Perhaps this would be useful for older patients. 

Sometimes when important 

Sometimes you are flustered in the appt and forget when you get home. 

This would be especially useful if a change in my daily habits was recommended. 

This would however take extra time. 

To be fair, I think mostly there are leaflets given. They are just a bit general.  

Useful to refer to when revisiting GP.  

Very good idea. 

Would depend on the complexity of the problem, I suppose. 

Would it be confidential? 

Would only require this if perhaps given diagnosis which I did not understand completely.  

Yes, I think this would be a good idea - for the doctor too, I suspect.  

as COMMENT ABOVE 

as per medications 

but it is more work 

can be helpful, if you have a busy day you may forget something said in the morning. 
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I am usually ok at remembering but it the problem was more complex then yes it would help 

if complicated 

it would save me writing my own 

would be good to be advised what the medication doctor puts you on is meant to achieve 

I generally have straightforward issues. But with something that requires follow on treatment, written 

reminder would help. 

I do not need this at present but it is possible as the years go by that I may need some help. My son obviously 

thinks that time has come as he insisted on accompanying me into the surgery last time I came. 

if this involves access on line/via computer to one's own health records, that makes sense but the danger of 

that is the security of the information  

Some of the words used in diagnosis is are unprouncable to me and is useful to know when speaking to line 

managers at work. 

That would be a great help, as very often you are very concerned about the reason for your app and don’t 

always take in what is said. 

However my parents both have serious health issues (Brain Cancer, & stroke/stage 4 prostate cancer) & I would 

find it very useful if they had this as my father in particular doesn't always remember what was discussed & 

often attends appointments without advising family members he has them & then cannot recall the 

conversation with the GP.  

but i could see for some people this may be very helpful, particularly when there may be a complex process or 

steps involved 

if more than 1 subject is discussed or change of medication is required, then written details would prove useful. 

As a retired nurse I'm confident with understanding and retaining information but I can see that it would be 

very helpful for many people who don't as they are likely to be too embarrassed to ask for clarification  

No, please , no more costly paper. Let's really go forward, if someone swallows a bottle of pills, sad, but it's the 

greater good that prevails ! We are exponential . 

Most of the time it's fine but when you are feeling really I'll then you don't always remember what was said 

and having it written down would be good.  

Only after I had my baby, at times if I've gone in with her & hard to take everything in, as at times you are 

flustered or stressed 

To do this accurately would require a Voice Recorder and considerable more work for the Doctor/ Nurse. 

Print-outs of test results e.g. blood tests, DEXA scans would be helpful and have been obtained on one occasion 

I have sometimes asked for a print out if my appointment has involved results from hospital tests or 

procedures, so that I can look up any phrases or words I do not get the gist of for later remembrance and 

reference. Although I would ask the doctor but realise their time is limited.  

Do you sometimes find it difficult to locate important personal health 

information at home? (e.g. Repeat prescription slips, Immunisations status, 

Health checks, Blood pressure) 

All kept on file :-) 

I am extremely organised! 

I haven't needed to 

I keep them on my notice board 

I would like a summary of my notes every 6 or 12 months 

If I find it difficult a phone call to surgery will give answers . 
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Immunisation  

It’s my own fault; I am not always consistently organised 

Never tried 

Record of immunisations online would be a useful tool 

They are always kept together. 

not sure what this question is about really 

not tried 

Can never remember when breast scan or other female checks are due, although would expect to be called or 

written to 

Would you like us to produce a 'prompt card' to help you prepare for your 

appointment so you don't forget key facts? 

Again I think this would be very useful for most people , though I do my own lists 

But if you walk in with a list to help remember what you say, the Drs heart Drops!! 

But it might be quite helpful 

But usually write down prompts for myself 

Don’t understand question(translation) 

I do not consider this is necessary, personally  

I don't think this would be necessary. 

I suppose it could help some people. 

I think that could be useful  

I usually have a reminder on my mobile phone. 

If there is a need for the patient to take a sample or notes for example. 

If you think it is necessary! I can't judge that ...  

Maybe make this an option, but not compulsory. 

Not for me personally 

Not for me personally. This may change with age. But for others, a very good idea. 

Not personally, but could see the benefit for other, maybe elderly, patients. 

Not so much a prompt card but a card that records when checks are due 

Not sure quite what that involves but any help is welcome.  

The text message to remind me of my appointment is enough. 

This would be useful for many people even though I would not require it. 

Waste of money 

Would be useful 

again this could benefit others  

but good idea 

for the elderly this would be a great idea 

in Spanish since we are more Spaniards are in England. 

no I think you have enough to do  

not at the moment, but perhaps on the next survey !! 

not sure what format this would take on 

possibly unless it costs too much money to produce 
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the mobile reminder works so well that it removes this as a problem 

Is this something we fill in ourselves? I take a list with me so I'm probably already doing that 

again this idea is new to me although I assume this does not mean to prepare a list of other ailments 

the doctor or nurse should have the key facts to hand when visited this will put enormous pressure on patients 

to have the information to hand and will not work it is the responsibility of the surgery to have this information 

available for the doctor/nurse when the patient calls  

It's the future we need to conquer , this survey is looking backwards. Or keeps trying to offer none tech ops ! 

It's society that must change led by you. Everything must be more efficient! 

However my parents both have serious health issues (Brain Cancer, & stroke/stage 4 prostate cancer) & they 

would find this very useful. 

NOT FOR MYSELF AT THE MOMENT BUT I COULD SEE IT BEING HELPFUL TO SOME PEOPLE IN CERTAIN 

SITUATIONS 

Do you think the practice should do more to promote a healthy lifestyle so you 

can stay well? 

Absolutely. 

Advertising in the surgery related to sports event that are suitable for all.  

All the required information is at hand in surgery  

Already do that 

E.g. good nutrition, and herbal remedies 

From experience, doctors/nurses have generally passed on this information. 

I THINK YOU DO ALREADY TO A CERTAIN EXTENT 

I am well aware myself of what I should do, it the motivation to do it. 

I do not consider this is necessary, personally  

I find that the practice does enough during regular consultations. 

I say yes but I believe the website is excellent and covers a great deal. 

I think I get the right advice, but I can always ask. 

I think it does enough already 

I think it does quite a lot in this regard already 

I think the current displays are sufficient. 

I think the practice are doing well  

I think the practice is quite good at promoting healthy lifestyles.  

I think they already do really well but it’s up to the individual to access it . 

I think they are already good at promoting a healthy lifestyle 

I think they do a pretty good job of that anyway 

I think they do already - walks etc: 

I think we all know already 

I think you already do this  

I think you do a lot on that now 

I was of the understanding that this was already in place with the open days health walks etc 

I'm not sure how effective it would be for patients who most need it. 

I'm quite happy with the literature that is available in the surgery. 
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Just fine the way it is 

More plans on how to achieve healthy living/work life balance 

Not at the expense of being able to get an appointment. 

Not for me but a lot of people are overweight and could do with advice. 

Only if this does not have a negative impact on existing services. 

Should apply to everyone who is a patient whether they are ill or not 

There is a lot of info available in surgery and from staff if you look and ask 

There is plenty of information in the form of leaflets and posters in the surgery. 

There's a lot if information provided in the surgery and the surgery website 

They already seem to do this, but more promotions can only be a good thing. 

They appear to have a lot of information readily available 

Think health promotion is well addressed. 

This should be part of the health check 

When I see the nurse she is very proactive regarding healthy eating and exercise 

You do quite a lot already along these lines. But, I suppose, the more the better. 

get the scales etc working please! 

I RARELY HAVE TO VISIT SO AM NOT SURE WHAT IS ALREADY ON OFFER 

I understand the need for this but am happy to deal with this myself 

in general most people know what constitutes a healthy lifestyle 

just publicise more the things you already do 

there are enough notices already 

thought they already did 

too much interference, we are already becoming a nanny state 

within reason - I would not be in favour of increasing workloads on people who already work hard 

you already do a lot of this, but there is always room for more to be done 

you can have a healthy lifestyle and become unwell 

you can’t make someone to lead a healthy life  

The surgery do a great job with promoting healthy lifestyle issues, but perhaps a appointed person or persons 

who would be responsible to deal with this issue would be helpful. 

I feel a lot is already being done. I wouldn't say you need to do more, but I fully support and applaud your 

current efforts to do so, and would be happy if you were to continue to develop this. 

There is adequate information in the waiting room to encourage healthy living, but perhaps seminars could be 

held for those who obviously need help? 

I am 'lucky' enough to have to attend annual health checks due to hypertension - healthy lifestyle is usually 

discussed then. Maybe an email newsletter covering this subject would be a good idea? 

I am biased but I believe primary care should be supported to do a lot more in public health and prevention for 

all ages- but this will require more staff and funds, cannot expect busy existing staff t take on these roles, which 

will though have the potential to reduce burden down the line 

I would like to be able to refer to the practice on a regular basis, but would not like to risk getting in the way of 

key service provision. 

You are already doing more than most but I would like to see regular healthy workshops run and a referrals 

system for people to be able to speak to a "person / volunteer" who can advise them on healthy activities in 

their area. 
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I have recently lost 3.5 stone on my own it would have been helpful if needed to come for support without 

having to see a GP. 

the more and better you promote a healthier lifestyle the better - not just for me but for all of your patients  

I suggest booking an hour at a swimming pool for over 60's e.g. Red Lodge Pool paid for by the patient at £2 

60P for the hour.  

You have a lot of info but sometimes it would be good to talk with/to groups with same issues! Share ideas and 

provide support! In general I think you are good at promoting this though. 

I had a consultation with the Nurse 18 months ago (MOT) which I found very helpful and hope this can be 

updated say every 2 years. 

It's costly, and they either don't listen, or, they are not ready spiritually , or just don't care .  

I think a skin health clinic offering regular screening would be good. I often think I may have small skin changes 

that could indicate early skin cancer and have been to my GP get them checked out, they were fine, but don't 

want to keep going repeatedly every time I think I have something as I don't think this is a good use of a busy 

GP's time. However I think a clinic just for that would encourage me and others to go more regularly if 

necessary.  

By being more pro-active, for example inviting post menopausal women in for checkups. I had to request a 

DEXA scan in hearing that my younger sister had osteopaenia. Also my underactive thyroid was picked up on a 

BUPA health check. 

good idea but you are bombarded by the media constantly about healthy lifestyles, diets etc. until you become 

fatigued by it all and lapse into bad habits again.  

You could, but there are many promotions around promoting healthy lifestyles. Would this be just another 

one? 

I am aware that the practice offers a variety of options in this area but prevention is always preferable 

Not sure what they do already. As a dietician I feel well informed but it may be useful for others 

As long as they are not as confusing as the contrary advice generally given out by the popular press.  

Depends what you're thinking! I sometimes need help with exercise but was told I did not fit the criteria!! 

Seems to do this in part and am not sure that others who don't already follow a healthy lifestyle would 

necessarily take notice. 

Relaxation sessions, weight loss sessions, Drop in sessions for blood pressure/cholesterol checks (no appt 

necessary) 

Overall how well does our repeat prescription service work for you? 

48 hours can be a bit long to wait to get the repeat prescription  

Better now I can do it online. I don't use the chemist service where they do it for you. 

Have never had a problem. 

Hopefully very we'll now as I have just sorted it out with my doctor and the medicines manager 

I always know which tablets I need 

I always order online now. Very good service. 

I find the restriction on amounts to order and timing a nuisance. 

I pick up the tablets from Lloyds 

I use the Boots repeat prescription service 

I use the Lloyd prescription repeat service.  

It was very poor, but I now let Lloyds the chemist do it for me. Still not perfect 

It would be nice to see the time reduced to 24hrs from 48hrs 
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It's not flawless but is pretty reliable, 

Just started to use local chemist to retrieve prescription 

No  

Only because I don't take prisoners ! Got street cred ?  

Sometimes medicines have not been put on the system, making it difficult to reorder 

Sometimes on the online system not all items appear that should 

Tesco collect 

There have been a few occasions when my repeat has gone missing at the surgery 

Used online repeat service last time, no problems. 

Very well 

a few mistakes and delays made 

have had problems ordering online 

mistakes made Drugs refused if requested too soon (e.g. when going on holiday) 

need to allow plenty of time- could this be ordered online? 

not used service yet as only recently registered 

they are usually ready after 48 hours 

I am especially pleased with the quality of liaison/working relationship between the practice and the nearby 

pharmacy. 

Ordering on line is quick and easy but collecting from the surgery can be very long-winded. Please get your 

reception desk staffing levels sorted out - this has been going on for years. 

There are problems because the chemist insists on using a 2 month system and I often have to contact them 

when I have run out of medication. When I first began having repeat prescriptions through the chemist, I just 

telephoned them and told them what I needed. That worked so much better. This way I find I have run out of 

some things and have too many of others. 

I would like a simplification of the number of days / months medication I receive so I can work with Lloyds 

Chemist so that my repeat prescriptions can be either monthly of bi-monthly. 

BUT Please see comment 6. To be fair this is the first time I've tried it online. Normally the repeat prescription 

service works quite well 

I tried on line but was told I was too soon so I don't use that anymore. I was doing it so I did not run out as I 

was nearby and was convenient to collect  

it works well for me and as I do not have to pay for prescriptions, it does not matter if I finish up with too many 

items - however, it is costing the health service a lot of money - what will you do to prevent this? 

As mentioned previously, the functionality to order a repeat prescription on your website is often unavailable. 

I'm not sure if this due to a bug in the code or if there is a human element preventing this. 

I have put quite well. See earlier comment regarding no reply from email I sent and the comment from 

receptionist. 

I have now just signed up to the online reordering service which I have yet to use but I think will be very 

helpful. What would also help perhaps is to also be able to have the script sent to the chemist where I can 

collect it from . This would make a one stop service which I'm sure most people would find helpful 

Easy to book online, not always as easy to collect due to opening times etc, but doesn't cause any major issues 

It's hard for me when the meds are changing. And I order delivery from chemist , and my meds are sent before 

I can let them know of the change. For instance, I get a 2 monthly delivery and sometimes they are due before I 

maybe need the meds to be changed , and then it sometimes is a bit confusing , when I ring the chemist, as 

they have not picked up the prescription . The only way out for me if it is urgent is to ask someone to go to 
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surgery to pick it up.........a surplus of meds is often left. It would be good if the delivery man could take back 

surplus when he delivers from chemist. 

There was an occasion when it wasn't processed at all and one time not all the items requested were 

prescribed, but last time it was fine. I phoned up then to see if it was ready and checked that the number of 

items was right. When I have a little more confidence that it's working well I won't phone, which would be best 

for everyone no doubt. 

when repeat prescriptions hatch is closed, sometimes there is a holdup at appointments through overloading 

When there are several medicines on one repeat they should all run out around the same time so it is not 

necessary to constantly have to come to the surgery for repeat prescriptions. 

I was not aware that you cannot use the prescription if it was over 6 maths old. When I left it in the box, it was 

ignored as it was old and I wasn't informed until 2 days later when I went to collect it. 

I now usually get my scripts when I see the Dr. This makes sure it is right as before starting to do this a couple 

of years ago there seem to be too many errors.  

Can you tell us went wrong and also how might we improve our repeat 

prescription service? 

Already sorted.  

As above 

As above at question 23 

As above. 

Ensuring the repeat prescription orders are kept updated 

I had a part of my order refused and one of the items was for my COPD 

Item did not get issued by a different Dr 

Just email it ! 

Loss of a prescription at the desk but only once - otherwise it works well 

Missed one item due to repeat running out 

N/A 

No 

No  

No Saturday facility. 

No problems 

Not applicable 

Not so long to wait for prescriptions 

Nothing 

Nothing wrong so far 

Out of date prescription written for previous medicine 

Prescription not ready to be picked up, having waited 24 hours. 

Prescriptions not ready or not signed by a GP 

Requests for repeat prescriptions being lost. 

See above 

See above and earlier 

See comment to Q.23.  

See comments above 
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Some Items requested NOT prescribed necessitating extra visits to practice 

The tick boxes seem repeated from the time before last rather than the latest requirement 

This service is fine  

Unable to get repeat prescription due to built in limit to number of repeats 

When we no longer need some medication, it should be removed from repeat prescriptions.  

as above 

could not find online order, do not infer the patient is incapable of using a computer 

forgot password for website - all my own fault 

how can you improve on one phone call to the chemist and the prescription just seems to arrive 

n/a 

no, I can`t 

not all the items requested were on the prescription 

prescriptions requested and 'gone missing' 

sometimes items are not available at time of collection, 

too early to say 

my last repeat prescription was for a longer period but ended up me getting less tablets as suddenly calculated 

by 28 days instead of a whole month. 

When I was going on holiday and I needed more mess but I hadn't run out of the others I was refused. So I then 

needed to go in and explain and hope the pharmacy had the Drugs as some of mine need to be ordered.  

One of my prescriptions was refused at one point, but I was not notified or informed as to why. I took time out 

of work to collect my prescription only to find it hadn't been processed. This was particularly frustrating as this 

is essential medication for my condition, and I would have at least appreciated an opportunity to discuss this 

with a doctor before a decision was made to refuse. This however was a one-off occurrence last year and has 

not been repeated since. One suggestion for improvement might be to utilise email more for contacting 

patients This might ensure a more convenient means of communication, as there may not be a mutually 

convenient time for a telephone appointment during surgery hours. 

The online service is great and has removed the need for one of the two trips to the surgery. It would be 

wonderful if the medicines could be prescribed for longer than 2 months at a time, but I guess that this is not 

up to the surgery. 

Once when I went to collect the prescriptions they were not ready and also once all the prescriptions were not 

there and I had to go back to the surgery. 

only problems are with the chemists who re-order prescriptions en masse instead of individually, also once a 

chemist gave me the wrong dose of tablets despite the right dosage being printed on the sticky label 

I have managed to run out of my prescription once. When I told the receptionist my mistake, I was told that it 

would still take 48 hours and that I shouldn't have left it so late ......  

Waiting too long when the desk is unattended also often not ready within time specified and refusal to fax to 

pharmacy when I asked as often difficult to collect with my working hours 

There are several items on the list but I only need one of the items regularly. Even though the chemist knows 

this, I frequently get given several of the items 

See above. Each time ordered on line something not on script ordered or Drugs used PRN had be removed 

from repeat without me knowing.  

I was written to and asked to take part but had to organise myself as the pharmacy did not have them. I made 

at least three calls into surgery and pharmacy to get my first batch. I hope not to repeat this next month 
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It annoys me that I have to make an appointment when the amount limit is reached on my repeat, as I am not 

suddenly going to stop my medication, and feel that it is wasting a GP's time, when that appointment slot could 

be used for someone else. 

I ordered medication and when I went to collect it I was told I couldn`t have all my Drugs as I was outside the 

repeat order time. I had never heard of this before and asked what were the time limits. I was told I could only 

order tablets when I had a week or less left of my last prescription. Now I order all my repeats online but I still 

get a hard copy of the repeat prescription form as well. 

I used the online service and ended up with only 60 tablets instead of the usual 120 tablets. I only realised 

when I only got one box from the chemist ! 

Refer to comment 6 again. Just an acknowledgement that the query is being dealt with would help. Because of 

a misunderstanding between GMP and Lloyd's Pharmacy I now have only one capsule left (Ramipril) so there's 

obviously going to be a gap before I restart treatment for hypertension 

Repeat Prescriptions shouldn’t take 48 hours to process. If it’s a signature and important to get it, the option to 

get it the same day should be possible via the reception. 

I requested medication online and my patents picked it up for me and got it from the chemist. I realised I had 

been given medication I had not requested and I was actually on a different tablet for the same condition - and 

I had been given both! Someone less aware could have taken both which could have been dangerous. 

I have encountered quite a number of muddles from the pharmacists end over time. Some meds I don't need 

every time and which I've specified in person or over the phone to the chemist a number of times. When my 

husband has picked our prescriptions up I would still get certain meds I did not want and this concerned and 

frustrated me, however the situation has been resolved for a while now. 

I did once use the repeat prescription service early and did not get the prescription I required. I had misplaced 

my last pack of tablets. I would not normally have done this. Fortunately I found the missing pack. I wouldn't 

normally have done this but was concerned that I would have no medication when I needed it. I can also 

understand why I did not get my repeat prescription and should perhaps have spoken to someone. 

My mother’s repeat script was refused, but I needed extra medication to give to my sister and brother to give 

her while I was on holiday 

Changeover to RD was a little interesting (on the pharmacy side of things). It is easier being on RD and I'm sure 

when it's been running for a little longer the teething issues should iron out.  

Used website but the practice was having technical difficulties s o when I called to collect it, there was n o 

record. Could the website send an automated email saying message received? 

I used on line repeat prescription first time I received every thing on my list even though I had not ask for 

everything next time I used on line my insulin was missing of list and had to have a doctor ring me and give me 

another prescription not sure how you could make it better  

sometime items that I add online via the free text box are not recorded at your end so are omitted  

It would be a good idea to contact a patient before refusing to give a repeat prescription because of the time 

gap. People are busy and cannot keep turning up at the surgery and not receive their prescription. We are now 

notifying you when we are going on holiday so that we do not waste your time or our own. 

On one occasion, a repeat prescription was refused because it was too soon. By the time I was told about it, a 

resubmission was accepted (apparently, the deadline had passed). It was not initially clear to me that if I 

needed medicines earlier than the system expected (e.g. for a holiday), I should mention this. Until a few 

months ago, when we did our prescriptions with a different pharmacist, there were often errors and there was 

no explanation for missing items. We had no way of determining whether it was an error on the part of the 

surgery or pharmacy.  

last time was not offered option on website of one medication. At surgery was told I needed to see GP before 

next scrip - next available appt was in 2 months...... couldn't wait that long without medication 

When I needed a script that had been rejected by the chemist, as not authorised and kept up to date! 
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sometimes things get deleted without anyone telling me that what is going to happen then it’s a struggle 

getting them put back on  

See above. I have a lot of items and they kept not appearing on the prescription but now they are all in line and 

hopefully no more problems. 

On a couple of occasions I have gone to collect my prescription from the chemist but there has been a hold up 

and it hasn't been available. However I am unsure whether this has happened as a result of the chemist or the 

surgery. 

We order online which is excellent but sometimes, medications have come off the online ordering. So I have to 

write a request and worry whether this is auctioned.  

Prescriptions that should have been ready for collection weren't. Rarely but it has happened that items 

requested have been omitted. 

they refused to change my medication after giving me the wrong one without the GP surgery contacting them, 

even though they made the mistakes. 

I was unable to request my batch repeat online. I called the practice 4 times before this was resolved. Very 

unhelpful receptionist whom was unable to put me through to someone in admin to resolve this. To improve 

the service all admin staff should be able to help with online request problems and not tell a customer they are 

unable to do this 

Location of prescription box wasn't clear on first use. Reception staff weren't helpful to locate it. Another 

patient helped me in the end. 

I'm on some routine meds for, I imagine, the rest of my life. It's a real Drag requesting them, organising picking 

them up, getting told I need another (hard to get) appointment with my own GP to have any more, etc. Takes 

up your time and mine and adds nothing. I've tried using the pharmacy repeats services but for some reason 

they fail too. I think you should be more proactive in an automated repeat service with my pharmacy, so I can 

just pick up routine hyper tension meds every month or two until they or you asks to see me again. Would save 

everyone time and money.  

sometimes when using the online repeat service it does not go through so when I go to collect I then have to 

wait for them to be printed and signed. 

I have answered these questions about repeat prescriptions assuming they refer to those I submit and pick up 

myself at the surgery 

As above. Speed up the service. Not have to wait 2 days to collect a repeat prescription. Make it possible to 

request a repeat prescription online. 

Ordered online, no sign prescription issued or signed when I called 48h later. No explanation even though I was 

able to confirm on iPhone that script HAD been correctly ordered online. 

Human error - my usual doctor was on holiday and the one covering wrote the wrong amount of medication on 

my prescription form and I had to go back to the surgery to pick up a new one. 

Only receive d a prescription for one of two things that had been requested. Tried to discuss with receptionist 

who said I must Have ordered It too early when I hadn’t. May have been useful if someone could have run to 

discuss if there was an issue with it but I think it was just forgotten 

I ordered a repeat script to fit in with my lifestyle .- so that I could arrange to collect it. When I came to pick it 

up it was declined because I had not allowed a long enough gap between prescriptions. It was then difficult to 

collect my medication before the previous lot ran out 

9 medications ordered with prescription pad to be ready for collection within 7 days due to difficulty attending 

surgery to collect due to working hours. Attended 7 days later to find script issued for 2 items only ( 

insulin/needles).Scrawled across request in red ink on remaining items was " TOO EARLY ". When I asked for an 

explanation I was told by non medical staff " YOU ARE OVER MEDICATING". I politely explained my reason for 

early request and further explained that as the result of this refusal by persons unknown I would be left 

without medication prescribed by my GP before I could re-attend the surgery to collect another script and was 

met by the response " That is the system. It is for your own protection. Put in another request and we will 
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consider it." I was then left alone at the desk whilst the staff member left. I did indeed put in another request 

but in the meantime was left without statins ,blood pressure and cholesterol medication for 6 days until I could 

again collect script from surgery. I am 64 years of age ,not a child nor in any risk group and quite capable of 

managing my own medication regime 

I take a daily amlodipine tablet, and would like more of them on the repeat prescription form so that I do not 

have to keep coming in! 

For the reason given above. It is annoying when there are 3 items on the prescription all with different dates 

and you cannot collect all 3 items at the same time. It is a waste of my time, the receptionist's time, the 

doctor's time and the pharmacist's time 

always have difficulty tried to get on Lloyds pres where they pick up pres they were never ready had to opt out 

of Lloyds service due to the inept service at GMP 

I ordered online but u didn't have the prescription after a week to begin with, this happened twice, but last 

time it was ok 

How helpful have you found our website (www.gogrove.co.uk)? 

An excellent website, easy to find the info I need 

Better appointment booking would improve this 

Except trying to book an appointment. This has been horrendous and I give up and ring 

Forget to use it but would like to be able to book appointments using it 

Found it difficult to find where to log on and order a repeat  

Have only emailed  

I don't like using web sites 

I don’t like using a web site as I like to speck to people 

I have not used it very much. 

I haven't really used your website 

I used it to book an online appointment and managed to get one for the next day. 

It would be helpful if one could type in a date and time for on-line appointments 

Looking good 

Never find what I am after, could do with email address to ask questions on 

No Dropdown for access to clinics or to contact Sister Taylor and other staff. 

Notice only GPs appointments able to be made. Need to get nurse appointments as well? 

Of use if your appointment is not urgent 

On-line appointments very unhelpful 

Opening times were wrong when I first used it last year. 

Quite happy with information on it. 

Tried to make an appointment on couple of occasions but told me no appointments available 

Use my computer for many things have not thought of going online but will investigate! 

When I first tried a few days ago to complete this survey it would not let me open the link. 

Will be using it soon , just had the info. 

Your website was the reason for us to want to register with you as newcomers to the area 

appointments good not easy to use 

forgot about it  

only good for repeat prescriptions 
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will do so in future 

did not know it existed - nobody has told me I would also assume that many of your patients are elderly and do 

not have access or the knowledge to use the web site  

I say it's wonderful, because it uses technology , behind the curve, but better late than never . 

Receiving a password took weeks, far too long, and I had to chase this up with a visit to the surgery. 

tried to use it to order Drugs. When I came to pick the prescription up there was none! Have not used it since 

then 

I must confess, I have only used it once or twice Would like an option "Haven't used it enough to make a good 

judgement" 

Impossible to book an appointment on there. Appears to have been set up by a strategically shaved chimp, and 

not maintained. 

I have tried to book an appointment via the website and it just came back saying that there were no 

appointments no matter what I did. This has put me off using it. 

Last time I used it was a long time ago & at the time couldn’t find a phone number can see they are all there 

now. 

It's a good idea, but doesn't give me anything I specifically need. The username/password feature is too obtuse 

and can't be remembered (or changed, I think) so you then need to store the letter securely or, more usually, 

lose it.  

What kind of information and advice would you like to be able to get on our 

website?  

All of questions will be of help. 

All of the above I guess. 

Aren't these on there already? 

Could Blood test results e sent online? 

I believe you do most of these anyway 

I do not have Facebook I am a child therefore I am not allowed 

I don't like using internet 

I would just like to see a Dr when It suits me, without this technology, life is stressful enough 

I would like to think that all of the above are already there.  

Most of these already on there aren’t they?  

Most of this already on the site 

Not needed 

Not really applicable to me since haven’t used 

Perhaps a bit of all of the above 

See Q.25 comments 

The current advice is simply a link to another website. 

The more information, the better! 

Unless I want to see a doctor or nurse I am unlikely to visit the website. 

appointments available on line do not correspond with telephone appoints available 

chemists opening times might be helpful to some people 

facility to cancel would be great 

have not looked at the site, therefore cannot comment. 
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it would be great to book appointments online and to access further information 

live chat to a nurse, triage style.  

maybe just links to council services 

not sure 

not used the website so can't really answer 

the website covers enough for my usage 

Tried to make appointment recently every doctor in practice were not available for whole month was told over 

the phone there was no problem with website!!! 

I don't feel qualified to answer this question as I haven't viewed the website. I have now discovered the survey 

won't go any further without the ticks above-none of which I know about! 

I don't think that the practice should get involved in non health issues or local community information, as this 

would take up valuable practice time. 

The website is a great resource! By booking appointments, do you mean another method of booking in 

addition to https://go-grove.appointments-online.co.uk/patients/login 

Personally, I'm not sure how much I would use it. All would probably be useful but I think I probably have an 

idea of (or would probably look up elsewhere) most of the most of what would be on the web site. 

I think you have most of these already and I think they should stay as this is one aspect that makes this surgery 

'great' 

Possibly contact details for the SAMARITANS. As a volunteer I know the importance of contact details 

I only need the above areas on the web site but I can see the merits of all of the above being included to assist 

those who may struggle to locate info elsewhere. 

While I have ticked for services like council services there is a danger that the site could become a jack of all 

trades and master of none. It may be better to do one thing really well rather than be average at lots! 

Information about health research. Are you a research active practice? If you are could you tell patients about 

studies that you are involved with? Do you know how to promote awareness of and access to information 

about clinical trials or other studies? 

I think most of the above is already available - I've ticked them to confirm that I like to see this available. 

Healthy living articles would be good (see my previous comments) 

Booking an appointment on line would be useful if all times available were shown so one could see what choice 

there is. Re question 27 - I do not use facebook.  

The first 2 are to nanny state. 6 and 7 are presuming the population are fucking stupid! Excuse my French but 

I'm taking it seriously . 

the priority is for information from you and other health services - that is what you should be doing better than 

anybody else start to put council services and community information on your site and you will finish up 

dealing with the enquiries about those services Comment for Q27 - I do not use Facebook! 

 

 


