
 

 

 

North End Medical Centre’s Patient Reference Group Profile  

Our Patient Reference Group (PRG) was originally created in July 2011. It now has 25 members who 

very kindly have volunteered to give us feedback as to which areas we should be surveying our 

patients on in order for us to be able to evaluate how we are performing. 

Here is a summary of our PRG profile: 

Male / Female distribution 

Male 14 

Female 11 

 

 

The ethnicity of our PRG is: 

White British 14 

White Irish 2 

White other   

Mixed White and Black Caribbean   

Mixed White and Black African  2 

Black British 1 

Indian 1 

Pakistani   

Bangladeshi   

Black Caribbean 1 

Black African   

Other  4 

56% 

44% 

Male

Female

North End Medical Centre 
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The age profile: 

Under 16   

17 - 24   

25 - 34 4 

35 - 44 3 

45 - 54  4 

55 - 64 5 

65 - 74 6 

75 - 84 3 

Over 84   

 

 

 

  

56% 

8% 

8% 

4% 

4% 

4% 

16% 

White British

White Irish

White other

Mixed White and
Black Caribbean

Mixed White and
Black African

Black British

Indian

16% 12% 

16% 
20% 

24% 

12% 

Under 16

17 - 24

25 - 34

35 - 44

45 - 54

55 - 64

65 - 74

75 - 84

Over 84



In terms of how often these members attend our practice: 

Regularly Occasionally Rarely 

13 10 2 

 

 

 

 

  

52% 40% 

8% 

How often do you come to the practice? 

Regularly

Occasionally

Rarely



PRG being representative of North End Medical Centre’s registered patients  

The practice has set up a PRG using the following methods: 

Introduction 

We have recruited patients from all sections of our practice profile e.g. age, ethnicity, male 

female ratio. We have: 

 Enabled patients to become members when accessing our online system. A 

questionnaire has been set up, patients complete it and a member of our admin team 

adds them to our PRG. 

 Forms were located in the reception area for patients to complete. 

 Reception staff members have proactively approached patients at the front desk by 

handing them out the invitation to become a member of the group. 

 Approached (via reception) all the minor ethnic groups  

The age distribution of our members broadly matches that of our practice 
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The ratio of males and females broadly matches that of our practice 

 

 

Our ethnicity profile broadly matches that of the practice: 

Ethnicity 
Percentage 
of the total 

Other White background - ethnic category 2001 census 21% 

White and Black Caribbean - ethnic category 2001 census 4% 

White and Black African - ethnic category 2001 census 3% 

White and Asian - ethnic category 2001 census 2% 

Indian or British Indian - ethnic category 2001 census 8% 

Pakistani or British Pakistani - ethnic category 2001 census 6% 

Bangladeshi or British Bangladeshi - ethn categ 2001 census 2% 

Caribbean - ethnic category 2001 census 10% 

African - ethnic category 2001 census 21% 

Other - ethnic category 2001 census 4% 

White British - ethnic category 2001 census 17% 

White Irish - ethnic category 2001 census 1% 

 

  

8918 
8372 Female

Male

Prcatice Male Female distribution 



Steps taken to reach agreement on which issues had to be included in the practice survey 

 

We emailed our PRG members and asked them to prioritize the areas that we would include in the 

practice survey.  

 

Here are the results listed in the order based on the email responses: 

1. Getting an appointment i.e. how easy is it to get an appointment? If there is an urgent matter are 

patients offered an emergency appointment? How much in advance do patients need to book an 

appointment  

2. Clinical Care i.e. are patients being involved in their care? Are patients satisfied with the quality of 

care delivered by our clinical team? 

3. Reception Issues i.e. how easy is it to access the practice over the phone? Are reception staff helpful 

and so on 

4. Opening times i.e. Are patients satisfied with our opening hours? Are our opening times advertised 

correctly 

5. Accessibility to our premises i.e. how easy is it to access our premises? How easy is it for disabled 

patients to access their clinicians? 

 

Therefore we allocated a larger number of questions to item 1,2 and 3 as these were defined as 

being highest priority by the PRG. 

 

 

The manner in which we sought to obtain the views of our patients 

 

We used the questions exactly as defined by: 

 

 the general practice assessment questionnaire (both for GPs and Nurses) 

 the client focused evaluation programme (both for GPs and Nurses) 

 

 

A survey was prepared from the material (above) and comprised two pages. These were distributed 

to our patients by a variety of means: 

 

 Via our web site – a link to the survey which could completed on line and then sent back to 

the practice 

 Via reception – who proactively handed out the survey and then collected the responses 

 Survey forms were also left out in the entrance area to practice for patients pick up and 

complete 

As a consequence we collected just over 580 responses to our questionnaire. 

 



Summary of the evidence that was used to form the basis of proposals arising from the survey 

Q1 - If you have seen a doctor in the past 12 months, how good did he/she treat you with care and 

concern? 

Answers in total  : 587 

Very good 51% 

Good 26% 

Fairly good 11% 

Not very good 4% 

Not good at all  1% 

have not seen a doctor in the past 
12 months  7% 

 

Q2 - How well did your doctor explain your treatment and condition? 

Answers in total  : 577 

Very well 42% 

Well 32% 

Fairly well 16% 

Not very well 3% 

Not well at all 1% 

have not seen a doctor in the past 
12 months  6% 

 

Q3 - How good did your doctor involve you in your care? 

Answers in total  : 591 

Very well 40% 

Well 35% 

Fairly well 16% 

Not very well 3% 

Not well at all 1% 

have not seen a doctor in the past 
12 months  5% 

 

Q4 - If you have seen a nurse or a health care assistant in the past 12 months, how good did he/she 

treat you with care and concern? 

Answers in total  : 559 

Very good 51% 

Good 21% 

Fairly good 6% 

Not very good 1% 

Not good at all 0% 

have not seen a doctor in the past 
12 months  21% 

 

Q5 - If you need to see a GP urgently, can you normally get seen on the same day? 



Answers in total  571 

Yes 53% 

No 31% 

Don't know, never needed to  16% 

 

Q6 - How easy is it for you to be able to book an appointment? 

Answers in total  : 581 

Very easy 26% 

Fairly easy 42% 

Not very easy 22% 

Not at all easy 10% 

Don't know 0% 

 

Q7 - If you would like to see a particular doctor, how quickly do you usually get seen? 

Answers in total  : 570 

Same day or next day 13% 

2-4 days 14% 

5 days or more 43% 

I don't usually need to be seen 
quickly 5% 

Don't know, never tried 25% 

 

Q8 - How easy is it for you to be able to access your surgery over the phone? 

Answers in total  : 574 

Very easy 21% 

Fairly easy 45% 

Not very easy 16% 

Not at all easy 7% 

Don't know 3% 

Don't know, never tried 8% 

 

Q9 - How do you rate the way you are treated by receptionists at North End Medical Centre? 

Answers in total  : 581 

Very good 56% 

Good 32% 

Fair 10% 

Poor 1% 

Very poor 1% 

 

  



Q10 - Is you surgery currently open at times that are convenient to you? 

Answers in total  489 

Yes 91% 

No 4% 

Don't know, never needed to  5% 

 

Q11 - How easy would you say it is for disabled patients to access our premises and their clinicians? 

Answers in total  : 480 

Very easy 41% 

Fairly easy 20% 

Not very easy 1% 

Not at all easy 0% 

Don't know 14% 

Don't know, never tried 24% 

  Q12 - We are interested in any other comments you may have. 

The textual replies we received are contained in Appendix 2 

 

Q13 - In order to help us analyse your answers please tell us a few things about yourself: 

Are you male or female? 

Answers in total  : 500 

Male 32% 

Female 68% 

 

What age are you? 

Answers in total : 497 

Under 16 0% 

17-24 9% 

25-34 29% 

35-44 22% 

45-54 17% 

55-64 14% 

65-74 7% 

75-84 2% 

Over 84 0% 

 

  



What is the ethnic background with which you most identify? 

Answers in total 487 

White British 35% 

White Irish 4% 

White Other 22% 

Mixed White and Black Caribbean 2% 

Mixed White and Black African 2% 

Mixed White and Black Asian 3% 

Indian  2% 

Pakistani 1% 

Bangladeshi 1% 

Black Caribbean 6% 

Black African 7% 

Other 15% 

 

How would you describe yourself? Tick any that apply 

Answers in total 515 

employed 46% 

Self-employed 10% 

retired 9% 

Unemployed 8% 

Student 6% 

Raising children 9% 

Unable to work through illness or 
disability 8% 

Are you a carer 3% 

Do you have a carer 1% 

 

How often do you come to the practice? 

Answers in total 476 

Regularly 33% 

Occasionally 52% 

Rarely 15% 

 

 

Opportunity for the PRG to discuss the content of the action plan 

We have sent the survey results to the PRG group together with a brief summary of the findings 

which concentrated on the areas where we scored poorly.  

Our weakest areas seemed to be: appointment booking system, phone system and patients not 

being able to see their preferred doctor. Our appointment system has also been receiving a negative 

report on our NHS choices website. 

 



It was also reflected that our doctors could slightly improve the way they explain patients’ treatment 

and conditions.  

 We asked them to provide us with feedback on how we could improve our services to address the 

needs. 

We collected feedback form the PRG group via both email and telephone calls. This then formed the 

basis for an action plan that was felt to be achievable. 

We then re-circulated the revised action plan back to the PRG to obtain their approval. This was 

gained and we now have an action that we can follow. 

 

Details of the action plan 

Having gained authorisation from our PRG we finalised the following action plan: 

 

Actions already in place: 
  

1. Email consultations started on 25/02/2013 
2. Pathology results line running between 11 am and 12pm each day. Started on 03/03/2014 
3. Have increased the number of weekly appointments (by employing more doctors) to approximately 

1150 since mid-February. This  represents an increase of 10%. 

  
Actions that are to be implemented: 
 

1. Implementation date September 2014 We have noticed that getting through the phones seems very 
difficult for our patients at 08:00. This has prompted us to consider the possibility of acquiring a new 
phone system which will enable patients to: 

 
a. Press one for reception, two for repeat prescription, three for administration etc… 
b. Provide a call queue of for up to 8 callers (simultaneously) with position in queue 
c. Patients can press one for a call back – when they are in queue  
d. When calling us during non-operational hours this system will route calls to the Out-of-hours 

service by pressing one.  

 
2. Implementation date July 2014 Change our on-line booking system so that it releases appointments 

after 2 pm each day for the following day, this we think will spread the load on reception and 
provide appointments for those not able to come-in on the same day. In other words we are now 
going to offer same day appointments and following day appointments. 

 
3. Implementation date May 2014 - Advertise through leaflets the following services:  

a. ability to book same day appointments online 
b. our email consultation service 
c. our pathology results line 
d. Encourage patients to register for our on-line service (increase take-up from 25% to 50%)  

4. Implementation date May 2014 - Positively promote other doctors via posters  in order for patients 
to get to know the others as Dr Wilson or Dr  Davison are reducing their sessions.  

5. Implementation date: June 2014 - Re-introduce telephone appointments.  



6. Implementation date: May 2014 - Housing letters to be provided by our administration team rather 
than a GP – there will be a small charge for the service-. This will release GP appointments.  

7. Implementation date: July 2014 -Trial of Skype consultations. The surgery will purchase 3 cameras 
and test if patients and GPs are happy to consult via Skype. 

8. Implementation date: April 2014 – we collected feedback that sometimes doctors are not involving 
patients in decisions about their care. The Practice Manager will feedback patients’ answers and 
comments in this respect during the practice’s clinical meetings in the coming weeks. 

 

Practice opening hours 

Extracted from our practice WEB site: 

  

  

  

  

  

 *Saturdays by appointment only  

Closed on Sundays and bank holidays.    

Health care professionals available during our extended hours 

Monday – 7:30 to 08:00 Nurse   18:30 – 20:00 Nurse & GP 

Tuesday     18:30 – 20:00 Nurse & GP 

Wednesday – 7:30 to 08:00 Nurse  18:30 – 20:00 Nurse & GP 

Thursday – 07:00 – 08:00 Nurse & GP – 18:30 – 19:00 HCA & GP 

Friday     18:30 – 20:00 Nurse & GP 

Saturday – 08:00 to 13:00 Nurse & HCA  09:00 to 11:00 GP 

 

Monday  07:30 - 20:00 

Tuesday  07:30 - 20:00 

Wednesday  07:30 - 20:00 

Thursday  07:00 - 19:00 

Friday  07:30 - 20:00 

Saturday*  08:00 - 13:00 



Appendix 1 – Patient Survey 

 

  



  



Appendix 2 – Written responses to question 12 

1. IS THERE ANYTHING PARTICULARLY GOOD ABOUT NEMC? 

 

About staff Members: 

 

 Receptions Staff 

 Everyone is friendly 

 Very well run 

 Particularly good doctors 

 All very polite and helpful 

 That you have a Mental health Specialist on staff 

 Doctors take their job seriously and call to check up. Great Service! 

 Doctors and reception are first class and helpful 

 Good reception staff 

 Doctors and staff are friendly and polite 

 All the people who work at the medical centre are very helpful and friendly 

 Doctors and staff are friendly and polite 

 Some doctors are really good and care for the patient and listen to their concerns, I wish all 

doctors would be like that. 

 Dr Davison and Dr Wilson are brilliant. 

 Dr Mummery is the best GP I have had in my experience as a 47 year old. 

 I’ve had a few doctors that actually seem to care and I walk out feeling better. You should 

have more doctors like these, I have had some that make you feel rushed, feels like they are 

even listening to what I am saying. 

 Friendly, helpful staff and doctors 

 Staff are very professional and knowledgeable 

 Everyone is polite and cheerful.  

 Staff are always polite and friendly 

 It is friendly and doctors care about their patients 

 Large practice so plenty of backups. Has diabetic specialists, friendly and helpful team. 

 Staff are great. 

 Old doctors are really friendly and so are receptionists. 

 Specialist doctors 

 Receptionists very pleasant 

 Specialist doctors 

 Receptionists very pleasant 

 Plenty of doctors which it makes it easier to ask for a second opinion. 

 I have always been very impressed with the people I have come into contact with, Dr Wilson 

specially – so GOOD. 

 Friendly doctors 

 Conscientious hard working staff (doctors and nurses), usually helpful receptionists. 

 Friendly helpful staff and doctors 

 Staff are very professional and knowledgeable 



 Everyone is polite and cheerful.  

 Nice staff 

 Good staff 

 Dr Mummery – excellent GP 

 Reception staff Louie & Maria are extremely friendly and helpful and are very good at 

ensuring you get the right care and seen ASAP. 

 Very good doctors 

 All staff are good 

 Staff, doctors and service they provide to patients. 

 Doctor was very good , friendly, reception staff are very helpful 

 Excellent nurses and GPs 

 Good doctors and staff  

 Lots of doctors  

 Always seems to be lots of doctors available 

 Dr Wilson.  

 Very professional doctors and nurses 

 Doctors & staff seems nice and professional 

 Staff and doctors and nurses are very good and helpful 

 Nurses provide excellent care and are so professional 

 Helpful staff 

 Doctors and staff are very kind 

 The good mood of receptionists 

 The amount of doctors on duty 

 Excellent blood nurses 

 Best GPs – We miss Dr Davison she is very good and friendly 

 You can always be seen even if it is not with your preferred doctor. Almost all the doctors I 

have encountered have been very helpful and nice. All the nurses are great. 

 Staff are the best I have seen and doctors: Dr Mummery Dr Wilson and Dr Daley are the best 

from the old doctors. I like reception staff a lot too. 

 Smiling receptionists. 

 Maria, and some other staff. 

 Very well managed 

 Very helpful staff 

 Very friendly receptionist, I always manage to get appointments the same day. Very good 

doctors! I had very serious medical problems during the last 12 months but I received very 

good care and treatment – I feel important to them. 

 Staffs at reception are unlike usual Dr Surgery staff! Cheerful, welcoming and friendly. Thank 

you! 

 When asking for a particular medication the doctor explains why she cannot give to you – 

with grounds. 

 STAFF 

 Doctors are very good and understanding 

 Yes, the doctors are genuinely nice and kind. 



 The nurse, Elaine Nelson is always particularly friendly and useful. 

 Everybody is so polite and helpful. 

 Open surgery on Thursdays – On call doctor – referral to hospitals / other agencies 

 Very friendly reception doctors and nurses 

 Reception staff are very helpful. 

 I have always been treated very well by all working here.  

 Easy communication between reception and a doctor. 

 The nurses are great. 

 Doctors are very good 

 There is a large choice of doctors, both female and male. 

 The attention and support I was given about my eating disorder by Dr Ahmed was 

exceptional, could not have asked for more! 

 All the doctors and the guys at reception are always pleased to help, and always smile. 

 The nurse I saw recently was particularly good. I was nervous about tests and she was very 

professional and had a very good caring matter that put me at ease – thank you Elaine 

Nelson. 

 Dr WILSON!  

 Friendly reception staff. 

 

About Appointments  

 Emergency appointments always quick, especially with children. Most of the reception staff 

are fantastic. 

 It is easy to book an appointment and you don’t have to wait too long in the waiting room. 

 Saturday appointments 

 Easy to make an appointment 

 The possibility of booking appointments on the same day. 

 They accommodate an appointment very quickly for small children, I really appreciate it 

always. 

 

 

About online services: 

 

 Online system works quite well 

 Appointment system is very good 

 The electronic appointments and medical prescription facility 

 You have a lot of doctors 

 New internet system is fabulous, especially after you added names to doctors and nurses. 

Also it is great to be able to cancel appointments via your website, saves trying to phone and 

frees the appointment for someone else to be used. 

 Excellent use of technology  

 New booking online system 

 The online booking system. 



 The online booking is a real improvement and really practical 

 Online services, internet functionality and quick responses. 

 Online booking system. 

 

About our premises/location 

 

 Excellent facilities 

 It is all on the same level which makes it easier 

 You have a better premises than before.  

 Spacious, clean, modern 

 Good modern facility 

 Clean, good facilities 

 Waiting room is clean and bright. 

 Cleanliness of the surgery. 

 Near to my home, can book GP on the same day. 

 Easy to get to. 

 Easy access 

 The venue is extremely clean 

 It is close to my home and very clean 

 Close to my home. 

 Location 

 New, clean 

 It is new and its access is very easy 

 It is spacious 

 Easy to get through and around building 

 Venue is extremely clean. 

 Very good building 

 Nice facilities 

 Service facilities 

 Friendly and clean 

 Clean and accessible, professional staff, helpful 

 North End Medical Centre is new and modern 

 Waiting room is clean 

 Surgery is always clean and tidy 

 Centrally located in nice new building facilities much improvement to previous premise.  

 The environment – bright and airy 

 Area always clean and a very good space for waiting/ 

 The waiting room is nice and I feel comfortable here. 

 Surgery looks clean and up to date with surgeries’ requirements. 

 Easy access, clean floors. 

 Love the new premises. 

 It’s big and spacious, lovely staff clean and tidy. 

 It is nice and clean 



 Its location and cleanliness.  

 It is new and bright and clean which is very appreciated when you are ill.   

 

 

General comments: 

 

 Everything is perfect, clean, the size of the centre, friendly staff and doctors. 

 Easy access, good availability in opening hours, doctors are available even to phone you 

back. 

 Just want to say : Keep up the good job! 

 Not bad 

 Good service 

 Patients are extremely lucky to have such an excellent and caring medical centre – Thank 

you a million times over. 

 Good availability in opening hours, doctors are available even to phone you back. 

 Very friendly 

 Blood and other tests can be done here 

 Opening hours are long – same day appointments available – online repeat prescriptions 

 Generally very good surgery 

 Opening hours are great 

 Great Surgery, love it. 

 Chairs are nice and comfi – 

 I feel very privileged to be able to come here 

 Opening times 

 Excellent service 

 One of the best surgeries in Fulham. 

 Excellent service and treatment 

 It’s been excellent service – Nothing to say. 

 Efficiency care – most helpful 

 Really friendly service when I needed a repeat prescription before travelling the prescription 

was given within an hour. 

 Flexible, opening times. Appointments are punctual. 

 

2. IS THERE ANYTHING THAT CAN BE IMPROVED?  

 

Staff members: 

 

 2 of the reception staff are not very polite and have booked appointments with wrong 

doctors or times than told.  

 Changes ordered by hospital doctors for prescriptions should be handled by reception staff 

 More doctors, reception staff to be friendlier. 



 Better training for reception, particularly around patients transferring from 1 GP practice to 

this one and how to deal with repeat prescriptions. 

 Sometimes receptionists in person can be dismissive or indifferent. But they have an 

excellent phone manner. 

 Some reception staff could do with training and better lessons in people skills, as some of 

them are rude to patients and do not know what they are doing most of the times and cause 

queues in reception 

 Waiting times at reception 

 More GP appointments in the evening 

 More appointments – More doctors 

 Reception staff can be more polite and helpful at times. 

 I generally find that the staff on reception rage from uninterested/unengaged to sometimes 

quite rude.  

 Reception  

 Clone Dr Wilson 

 Some staff are rubbish and don’t seem to care. 

 Some GPs (one or two) could be a little more friendly and also willing to actually listen to the 

patient’s concerns. 

 They desperately need “stable” GPs 

 To be able to see a consistent GP, this has been a nightmare. 

 The reception staffs are either good or terrible. 

 Pay them more! 

 The doctors I have had recently have been good ( I believe one lady doctor has left – she was 

the best) Previously I have found some to be uncaring and rude. 

 When some GPs stop practising it would be good to let us know on the site. 

 Staff are very helpful and the surgery is well looked after. 

 

 

Clinical Care: 

 

 To follow up on treatments 

 Follow up by reception – ensure referrals are sent. Have had trouble in the past when it 

hasn’t been sent. 

 I would love to have just one or two doctors who recognised me and are acquainted with my 

health issues. Rather than being treated for a condition. I would also appreciate receiving a 

yearly MOT that could take longer than 15 minutes. 

 To drop the one illness to be discussed at a time with a doctor. This goes against a holistic 

approach to medicine. 

 Hospital results should be more easily available without being forced to see a doctor or a 

nurse. 

 Getting certain results from hospital tests. 

 Continuity of care for a particular problem by same doctor 

 Some doctors need to take more time and listen. 

 Care and concern of doctors towards patients 



 Would love to be able to email doctors for referral letters. 

 Prescriptions to be issued for the right illness 

 Tell patients if the brand of a prescription and/or similar medication is changed for another 

or cheaper product. Changed may have an impact (negatively) on the patient’s condition 

that the nurse prescriber may not be aware of, especially in respect of rarer long-term 

conditions. 

 Home visits – delivery of prescriptions – phone emergency appointments. 

 Explain into more details about medical results. 

 

Appointments 

 Can be very difficult to get a same day but not emergency appointment. Would like to see 

the surgery offering for the next day appointments if important or for children. 

 Would like to be able to see your own (preferred) GP before 7 days. 

 Booking on the day appointments via phone: lines are supposed to open at 8 but open at 

8:25 

 Booking system needs improving 

 Phone appointments 

 Booking of appointments 

 I have 2 health problems related that cause me pain therefor I need to be seen at the same 

appointment. It is not good to make separate appointments. Also sometimes I need more 

than 10 minutes because the doctor needs to refer me to hospital, not every health issue 

takes the same amount of time. Acute problems take longer and this should be treated 

properly.  

 I wish at the appointment to have a chance to talk not for one problem as sometimes there 

is no time to leave another time for the appointment or people might be very busy and they 

do not have time to leave many appointments (?) 

 Have doctors’ appointments online not only nurses. 

 On few occasions I’ve tried to see a doctor, I have had to wait for TEN days for this. 

 Reduce waiting times for appointments 

 Being able to make an appointment within days. 

 There should be at least telephone consultation with the GP is an appointment cannot be 

made within a week. 

 Not having to wait so long for appointments. Sometimes it is weeks before one can get in. 

But I do appreciate you have a lot of patients 

 Booking system. 

 Appointment times. 

 Same day appointment working system 

 It should not take 2 weeks to book an appointment. There should be telephone 

consultations with a GP if an appointment cannot be made within a weeks time. 

 To be able to have an appointment quickly not to wait 2 weeks 

 Waiting times for appointments are often half an hour or more which is not very good for 

working people. 



 Time between the call to book an appointment and the appointment is too long – 

outrageous  

 Appointment availability 

 Getting appointments sooner 

 Urgent appointments – more available  

 Booking of appointment – Often cannot get an emergency appointment or book an 

appointment in the future. Calling at 8 am is difficult often have to wait for 15-20 minutes  

 The next day message to remind about an appointment seems to be a good idea but it 

would be good for people being able to cancel the appointment as well as can’t always call 

in or might forget to.  

 Flexibility in booking doctors’ appointments. We should be able to consult more than one 

issue with the doctor. 

 Waiting times to see the doctor should be made shorter 

 Shorter waiting times for appointments 

 10 min appointment times are not enough at all 

 Appointment bookings 

 It takes about 1 week to wait for the appointment therefore it is not fair to come with one 

problem at the time. Patient is coming to doctor with his concerns so it should be discussed 

in complex.  

 Reduce the waiting times to see Dr Wilson. Also make it easy for people who are disabled 

and have a serious illness to get urgent appointments and not have to wait 3 weeks or more. 

You are told to wake up and walk up to the surgery before 8 or to call at 8 but still you don’t 

get an appointment, it is ridiculous seriously. 

 Offer more times to book with certain doctors on demand that are booked months ahead. 

 Waiting times 

 Shorter waiting times would be a good improvement. 

 Booking appointments 

 It is hard to get an appointment within a week and probably, for some target related matter, 

priority is given to “on the day” appointments.  

 It’s really hard to get an appointment and feel like I have to fight my corner in order to do so.  

 Long waiting tomes to be seen. 

 More appointments are needed 

 Long waiting time to get an appointment. 

 Appointment with certain doctors is such a big problem in this surgery, I had to wait ages to 

see Dr Lyons as he was not available to book with. I was asked to come in at & 30 am to get 

an appointment. I have 3 children under the age of 10 so it is impossible with the school 

runs. The whole process of booking appointments is emotionally draining for me. I missed 

out on 1 ½ weeks prescribed medication due to not getting an appointment – I think this is 

appalling. 

 Please help me see the doctor easily on the day or next day, thank you. 

 Hard to get an appointment if you don’t want it on the same day. 

 



 90% of the time my appointment is delayed by 20-30 minutes. There has been one occasion 

where my referral was not faxed and resulted in a delay in the consultation. 

 Appointments with my own doctor could be more available. 

 Time keeping – my 8 am appointment started at 8 15!  

 Longer time slots. (10 minutes is not long enough)  

 Doctors always running late  

 Making an appointment is difficult. 

 

Phone Access 

 Calling to book an appointment, it takes very long as it is very busy every time I have called. 

 Appointments: when you call it is busy in the morning and when you get through there are 

no appointments left 

 Answering the phone to make an appointment, rather to come early personally in the 

morning to get one 

 Reception to answer the phone quickly 

 Very difficult to get through on the phone early in the morning at 8 am. Often have to dial 

repeatedly for up to 30 minutes which is frustrating. 

 More phone lines open as very hard to get through at 8am. 

 More phone lines from 8 am, I have had to try sometimes up to 15 times from 8 until 8 30. 

You would need a more efficient service to provide an appointment time when the patient 

feels an urgent need to seek professional, medical help. One is usually told that one must 

wait up to 15 days.  

 Very difficult to get through on the phone early in the morning at 8 am. Often have to dial 

repeatedly for up to 30 minutes which is very frustrating. 

 When I try to book an appointment it is very hard, the phone is always busy. 

 Easier to book an appointment! The earliest advanced appointment was 12 days away and 

to book on the day I had to call 20 times at 8am in the morning.  

 Phoning the surgery – the line is always busy 

 Difficult to get through over the phone. Online appointment system must be set up by the 

surgery so is obsolete. 

 Phone lines for same day appointments are always busy – results for tests take a while 

 It is hard to get someone to answer the phone in the morning 

 Length of time until appointment 

 Reception hang up the phone saying there are no appointments  - they should offer next 

available app or alternative  

 A waiting telephone system would be useful. 

 Waiting is too long – service on the phone needs to improve 

 Getting through the phone in the morning 

 Calling for an appointment is very frustrating. It has taken me 30-40 minutes to get through 

and when I do there are no appointments left. A call queuing system would be better so we 

would know how long it would take to speak to someone and so we wouldn’t have to keep 

calling back every 2 minutes. 

 An easier access over the phone would be of help. 



 With everyone trying to get through on the phone at 8 am means that it is constantly 

engaged, so I had to phone approx. 30 min. 

 Sometimes I feel exhausted to come before 8am to make an appointment to see a doctor 

and when I called it is not possible to speak to somebody, the line is busy all the time or 

after 3 rings the line is cut. I call again and again and then it has been cut. 

 Often at 8 am the answering machine is still on.  

 

General comments  

 

 Drinking water to be available in waiting area 

 Tea and coffee machine in waiting area if possible. 

 More services should be available around Xmas. 

 Sometimes there is a large queue to book in. 

 No, you do a great job. 

 Nothing, perfect as it is. 

 The toilets have been sometimes unclean and out of order. It would be better if they were 

kept clean and sanitized 

 Opening hours 

 Online services need up grading 

 To be open longer hours during the weekend (if possible) 

 TVs would be nice 

 Accessibility to doctors 

 A corner for kids in the waiting room with books and toys would be great 

 Could open Saturdays as people are ill over the weekend. 

 An external box for putting prescription re-orders 

 Access to hot coffee or tea whilst waiting for one’s appointment with one’s family doctor. 

 Nothing at all! Good clinic 

 I think the service offered could be a bit more helpful & friendly. I feel I have been treated 

like I should know how this surgery works & what is expected from it. It is the first time I visit 

and I feel quite uneasy. I am foreign so I don’t quite know how they work. It would be nice to 

feel ok about asking certain questions.   

 No, it is the best surgery. 

 The waiting room is a bit intimidating. The digital display flashed up the name too quickly. 

 Install another LED board 

 

3. ANY OTHER COMMENTS? 

 

Appointments 

 

 Appointment times always kept – professional 

 It is difficult to get an appointment for my yearly checks. You have invited me 3 times but 

appointments are not easily available. 

 It would be very good to get a same day appointment with the doctor of your choice. 



 Average waiting time for non-urgent appointment is too long. 

 Sometimes getting an appointment on the day is bas – needs improving 

 Longer GP hours on Saturdays 

 Online booking for doctors should be made available 

 Booking an appointment in a convenient time to me with my family doctor is not easy at all. 

 Trying to get an appointment in the morning is a nightmare. 

 

Staff  

 All doctors should be treating their patients with care and not to be patronising as I have 

found with 2 doctors 

 Most doctors are helpful, I find Doctor Douglas very friendly. 

 I love to see most especially Dr Wilson. My grandchildren love him so much as their doctor. 

We love other doctors too; we will continue to support the surgery and their staff.  

 Lovely staff – very calm 

 Everyone is really great in every way 

 The staff are generally great. I have no complaints. 

 There is one particular female doctor you have who doesn’t really know what she is doing. 

 The healthcare professionals are excellent, friendly manner, very amicable and excellent at 

putting patients at ease.. I sometimes struggle around hospital visits – stressful, they made it 

very easy: Jenny & Tracy!  

 The new female doctor is so inexperienced I had to complain to Dr Ahmad. She is a terrible 

judge and has NOT been trained properly. I explained what she had to do but she refused to 

cooperate. Something must be done about re-training her. 

 It is very difficult to see Dr Wilson or Dr Davison/ I have been with the surgery for 20 years 

now I LOVE YOU! 

 If there is an award for best GP at the surgery it should go to Dr Michele Davison  - All 

other doctors are wonderful as well. 

 

 

Phone Access 

 To call at 8 am for the same day appointments is very difficult – line is so busy, maybe this 

could be slightly extended throughout the morning 

 Please answer the phone 

 Difficult to reach someone on the phone in the morning at opening time 

 We go to Chelsea & Westminster Hospital as it is quicker to see a doctor as phoning on the 

same day is not so flexible and usually all appointments are taken. 

 

 

 

 

 



Premises 

 

 Surgery is always very clean and everything is clearly marked 

 The medical centre is very easy to access. However doctors seem more concerned about the 

next patient rather than fully explaining your problems – sometimes a quick pill is not the 

solution, further investigation is required. 

 

General comments 

 Doing a very good job under difficult circumstances. 

 Had problems getting my ultrasound done because of paperwork but not sure if it was due 

to surgery or hospital. Not sure if you do do it but if not would be great if you could make a 

note in one’s file if/when paperwork is faxed. This would have made it easier for me to tell 

the hospital when the paperwork was resent twice at least. 

 Long live the NHS 

 Make drinking water available whilst patients are waiting to be seen. 

 Maybe a coffee or tea machine 

 Waiting times are not bad I am overall pleased with the surgery 

 Very comfortable seats. 

 Why Thursday we can’t be seen by a doctor? 

 Best caring service I have received for 40 years! Thank you! 

 A small table with books would be nice. 

 

 

Clinical Care 

 To link patients more closely with one doctor 

 To ensure results from hospitals are placed on file quicker than they sometimes are. 

 It would be very good to get a same day appointment with the doctor of your choice. 

 I do feel sometimes that doctors do not explain clearly or are not helpful. 

 

 

 

 


