WYNCROFT SURGERY
PATIENT QUESTIONNAIRE 2014 RESULTS
	AGE

	16-24
	25-34
	35-44
	45-54
	55-64
	65-74
	Age 75+

	6%
	10%
	21%
	15%
	31%
	11%
	6%


	GENDER

	MALE
	FEMALE

	35%
	65%


	ETHNIC GROUP
	
	

	White
	
	Mixed
	

	British
	82%
	White & Asian
	

	Any other White Background
	8%
	Any other Mixed background
	

	Black or Black British
	
	Asian or Asian British
	

	Caribbean
	
	Indian
	1%

	African
	
	Pakistani
	

	Any other Black background
	
	Bangladeshi
	

	
	
	Any other Asian background
	4%

	Chinese or other ethnic group
	
	
	

	Chinese
	
	Not Disclosed
	4%

	
	
	
	

	Any other ethnic group
	1%
	
	


	A.  Appointments at the Surgery


Q1.  When did you last see a doctor or nurse at the Surgery ?
	In the past 3 months
	86%

	Between 3 and 6 months ago
	6%

	More than 6 months ago
	8%

	I have never been seen at this surgery
	0%

	Blank
	0%


Q2.  How do you normally book your appointments to see a doctor or nurse at the 

Surgery?
	In person
	25%

	By phone
	75%

	Blank
	0%


Q3.  Would you like to be able to book appointments on line?
	Yes
	54%

	No
	46%

	Blank
	0%


Q4.  Were you satisfied with the date and time of your appointment? (we mean on the same day for an emergency appointment or in the next 7  working days for a routine appointment).
	Yes
	99%

	No
	1%


	COMMENTS:
When I need an appointment I always get one unless busy.

Completely.

More early or late appointments would be helpful as I work in London.

Was much better when you could book appointments not just having to ring up on the day you want one.

Brilliant service.


	

	B.  Seeing a Doctor at the Surgery 


Q5. The last time you saw a doctor at the surgery, did the doctor:

	Please put a tick in one box for each row
	Yes
	No
	Doesn’t apply
	Left Blank

	Listen and give you enough time to fully discuss your problem(s)  and symptoms
	99%
	1%
	0%
	0%

	Make you feel at ease
	100%
	0%
	0%
	0%

	Adequately explain your problem(s)  and any tests and treatments required
	100%
	0%
	0%
	0%

	Involve you in decisions about your care
	92%
	0%
	8%
	0%

	Treat you with dignity and respect 
	100%
	0%
	0%
	0%


	COMMENTS:
Always very helpful.

The doctor is brilliant, kind, caring and explains all you need to know.

I feel at ease with the doctor and more importantly have trust in him.
Very happy with this doctor who always takes mine and my childrens’ concerns seriously and is very thoughtful.

Very happy with surgery.
Doctor and nurse look after me very well.

All good.

Sometimes I feel rushed if I have more than one issue.


	C.  Seeing the Nurse at the Surgery 


Q6.   The last time you saw the nurse at the surgery, did the nurse:

	Please put a tick in one box for each row
	Yes
	No
	Doesn’t apply
	Left Blank

	Listen and give you enough time to fully discuss your problem(s)  and symptoms
	81%
	6%
	13%
	0%

	Make you feel at ease
	88%
	1%
	11%
	0%

	Adequately explain your problem(s)  and any tests and treatments required
	77%
	6%
	17%
	0%

	Involve you in decisions about your care
	75%
	0%
	25%
	0%

	Treat you with dignity and respect 
	92%
	0%
	8%
	0%


	COMMENTS:
Always very helpful.

Never seen the nurse.

She is caring and seems to be very caring and thoughtful in her approach to me as a patient.

I haven’t seen the nurse.

For blood tests only.

Very helpful.

Treated with kindness and courtesy.
Only saw nurse when she accompanied the doctor on a home visit.

All good.

Very good service.


Q7.   The last time you arrived at the surgery for an appointment with a doctor, were you satisfied with the length of time you waited for your appointment to begin?

	Yes
	95%

	No
	4%

	Doesn’t apply
	1%

	Blank
	0%


	COMMENTS:
Never have to wait long.

A little late but no problem, maybe some magazines in the waiting room.

No problems or delays encountered.

I don’t think I’ve ever waited more than 10 minutes over appointment time.

Today I did not have to wait but last time I waited over 30 minutes to see the doctor.

Can be busy at times – waiting times can lengthen.

Sometimes can be up to half an hour but I know the surgery is busy.

Earlier appointments to come before work.

Always on time.


	D.  Reception Staff 


Q8.   Do you find the reception staff helpful and friendly?

	Yes
	100%

	No
	0%

	Left Blank
	0%


	COMMENTS:
Always very helpful.

Great service.

Staff are always helpful, friendly and well informed. They are always willing to find information not readily available and are always willing to help find a resolution to a problem.

Very friendly and helpful.

Yes they are lovely.

They are always cheerful and very helpful.

Friendly and efficient.

Very friendly.

Always go the extra mile.

Marion is always helpful. A lovely lady.

Always very helpful.


	E.  Repeat Prescriptions and Dispensary


Q9.   Are you satisfied with the length of time your prescription or medication is processed and ready for collection ?

	Yes
	92%

	No
	0%

	Doesn’t apply
	8%

	Left Blank
	0%


	COMMENTS:  



	F.  Premises


Q10.   Are the waiting room and other facilities clean and comfortable?

	Yes
	96%

	No
	4%

	Left Blank
	0%


Q11.   Are you satisfied with the access to the building and the car park?

	Yes
	90%

	No
	10%

	Left Blank
	0%


	COMMENTS:
During wet or very cold weather the car park is either full of large puddles or icy patches. The surface is very uneven and larger holes need filling in. Front step is slippery.

More parking spaces.

More parking spaces needed.

Can be crowded at times – sometimes due to inconsiderate parking.
Uneven pebbled car park results in many puddles when “very” wet.

Surface rather difficult with a wheelchair.

Could fill in large holes in the car park.

Uneven for people with bad sight. 

Car park needs paving as I have problems walking on shingle.

Car park needs some attention.

Leaving the car park by car is risky.

Car park is sometimes full.

Exiting the car park can be tricky due to restricted view.

Seating is uncomfortable and inadequate.

Quite cosy.


	G.  Other Services


Q12.   What medical service(s) would you like the surgery to offer that is/are not already provided? 
	COMMENTS:
Minor surgical procedures.

A female doctor for more intimate female consultations.

Skin tag and small spot removal.

Sometimes I would like to see a lady Doctor.
Be able to remove warts.

Not applicable to me as they offer all I need at this time.

Nothing at present.

Option of seeing a female doctor.

Well Woman Clinic.

Would like Nurse to be more available.
Quite happy with services available.

Physiotherapy.

Not sure what else can be done here.
Minor injuries.

Minor surgical procedures.


	H.  Overall Satisfaction


Q13.   How would you rate the care you receive from the doctors and nurse at the Surgery?

	Excellent
	72%

	Very good
	27%

	Good
	1%

	Fair
	0%

	Poor
	0%

	Left Blank
	0%


Q18.   How would you rate the service you receive from the receptionists at the Surgery?

	Excellent
	71%

	Very good
	28%

	Good
	1%

	Fair
	0%

	Poor
	0%

	Left Blank
	0%


Q19.   Would you recommend this Surgery to anyone who has just moved into the area?
	Yes
	99%

	No 
	1%

	Left Blank
	0%


	COMMENTS:
Receptionists are always well informed, patient and helpful.
I have been with the surgery over 10 years and always receive good service.

Good service, short wait time for appointments and some on the day appointments.

Would recommend because it’s a friendly surgery and the doctor/nurse are helpful.

Overall very happy.

I have already recommended this surgery to a friend.


	J.  Additional Comments


We are interested in any other comments you may have.  Please enter them below:
	COMMENTS:

Information leaflets which may provide useful information or contact details for a variety of health organisations are not well displayed.
Privacy at reception is still an issue as everyone in the surgery waiting room can hear what is being said.

As a Danbury patient it would be better if we would also attend the Bicknacre surgery.

Every service provided is first class. I cannot praise the staff enough. Long may it continue.

Very happy with the care given.

Longer hours and Saturday/Weekend Surgery.
Saturday surgery opening.
Please pass on my appreciation to the First Responder Team management and the Paramedic management for the excellent service received Friday 14/02/14, following my collapse at home. Very prompt, efficient and helpful, a credit to the NHS.
Very friendly, helpful, welcoming surgery.
Well done to all the staff for helping make patients feel welcome and for being helpful.
More than happy with the service at this surgery.
New to area – impressed so far!

Early morning phone contact is sometimes difficult with the line being engaged for long periods.

Receptionists are always very helpful and accommodating.

Everyone at the surgery is always friendly and helpful.

I like the doctor he listens and helps me out if I have a question/problem.


THANK YOU FOR COMPLETING THIS QUESTIONNAIRE.
Your feedback is important to us and will help us to provide a quality service which meets the 
needs of our patients.
