
 

which days and times do you have the most 
difficulty? 

 I appreciate this is a busy time so I avoid calling unless it is really an 
emergency  

 I think the practice has spent too much money buying a Touch Screen as I 
think there are cheaper options  

 I'm unsure if they answer the phone over lunch and they wont book afternoon 
appointments until a certain time in the day - so you have to ring back  

 The receptionists are extremely unhelpful   

 I understand why it's busy at this time and it's fine!  

 I always get through in the end!  

 Unpredictable times can be busy, but not a big issue.  

 That is expected  

 I haven't had to visit the surgery for quite a while  

 8.30 - 8.40 when lines open for emergency appointments each day  

 At 8.30 am, when surgery phones open  

 It's better than it used to be.  

 Understandable because everyone else wants to ring at this time  

 couldn't name the days  

 Can always get through if keep redialling but no doubt first thing in morning 
lots of other people also trying to get appointments so often engaged  

 sometimes , not always  

 Sorry, I haven't noticed.  

 Almost impossible to get through first thing in the morning  

 no problems  

 I have no specific day to comment on  

 busy times, and I don't mind waiting  

 the problem is both understandable and not that serious  

 I cannot recall as I so rarely come!  

 Not sure as don't phone very often  

 Weekdays  

 This is understandable as its a peak booking time  

 Delays Monday morning are to be expected  
 

 

 

 

 

 

 

 



If your appointments are either not very convenient 

or not at all convenient, why is that? 

 Staff are very unhelpful and rude.  

 I WORK FROM 6.00 AM TO 6.00 PM DAY WEEK  

 Sometimes nurses clinics clash with my work.   

 New to surgery. No appt required yet  

 Specific doctors cannot always be seen, but usually not a problem. Can see A 
Doctor when necessary.  

 Usually I can find a day/time convenient  

 never have any problems  

 They try very hard to get you in on the same day  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



If you have ever booked an appointment and then 

not attended that appointment without cancelling it 

first, why was that? 

 I was unwell and forgot to ask someone to phone for me  

 Misheard the time given for my appointment!  

 Cann't remember  

 My electronic diary was wiped with a computer update. I contacted the 
surgery within 24 hours to clarify.  

 I got the wrong day!  

 My mistake about the appointment time and I didn't receive the useful text 
confirming the appointment time  

 Always cancels appointments  

 WAS ABLE TO PHONE AND CANCELL  

 I sadly mixed up the date and went the following day. The doctor understood 
and kindly saw me. This was the first and only time I had made a mistake  

 spoke to Dr on the phone  

 Plus unable to get thro to cancel  

 car breakdown  

 I was taken to hospital in an ambulance  
 

 

 

 

 

 

 

 

 

 

 



Please tell us any suggestions you have that would 

make it easier to cancel appointments you no longer 

need 

 A mobile number to text to. An automatic text reminder of appointments would 
help also.  

 I really appreciate online booking, which also enables easy cancellation if appt 
no longer needed.  

 sending a text message?  

 Texting  

 By text  

 I tried the Online system a while ago and had mixed success, but this would 
be my first method of choice  

 Text messaging  

 should not be a problem for anyone to cancel an appointment.  

 use of texts  

 a text to remind me about the appointment - it was an early morning one that i 
forgot about  

 No problems  

 Why make one in the first place - you can usually get in the same or next 
day..  

 Patient online booking  

 It is not always easy to get through on the phone  

 answerphone message  

 Phone surgery. or Cancel on line  

 by email? or text message?  

 Via a website - but I think you have one. I am not registered on it yet.  

 email  

 Text. Email leave message on phone  

 Usually can do easily but by text or email would help as well.  

 Just leave the message on a answer phone  

 E-mail option  

 I can't think of any reason my wife or I would wish to cancell an appointment 
unless we were to ill to attend. I think the present arrangement is quite 
adequate.  

 Email  

 Be able to get thro on phone  

 online?  

 I cannot understand why there's a problem for anyone to cancel unless there 
are exceptional circumstances  

 Existing system seems to be OK  

 How about cancelling by text message ?  

 The ability to cancel via email or text.  

 If like me you rarely make an appointment it should make the surgery realise 
that you are there for a legitimate reason and need the time  

 On line facility   



 You everything covered  

 email  

 Same day reminder  

 Either online or texting  

 No suggestions  

 Other surgeries I have been to provide a number to text to cancel an 
appointment.  

 Telephone or online is fine, however an email address might be a good idea  

 I use the online system which is convenient. Perhaps remind patients that 
they can use it?  

 online cancellation with a security password, or a dedicated answerphone 
line, perhaps  

 I like to communicate by text or email if possible  

 Just send an email  

 by text?  

 On line  

 By e-mail please to make and cancel appointments  

 Ability to leave a message if phone is busy, or to email reception  

 text message reminder the day before?  

 Quick 'phone answering  

 Probably introducing a penalty/fine might prompt people to be more careful  

 on--line or sms messaging  

 not a problem as far as I am concerned but texting could be a possibility  

 on line  

 An iPhone app that could cancel/make appointments would be increasingly 
popular.  

 Use of a box on website for cancellations. ( Just patient's name; date; time; 
Doctor's name )  

 

 

 

 

 

 

 

 

 



What do you think of access to your GP surgery 

 It's fine.  

 No problems  

 Online appointment booking to see a GP is so helpful.  

 Quite good. Do get asked to hold on most times l phone but at least the phone 

was answered!  

 It is particularly difficult to see the GP who knows me personally. As I have a 

rare, chronic, multiple system condition it is especially important to see the GP 

who knows me. This has often presented real problems, and I also find the 

reception staff are not at all understanding of this. It was difficult one time too 

when I needed to book an afternoon appt ( I had to arrange transport) and 

wasn't allowed to make it in the morning, but told to ring back at 2pm - far too 

late to then arrange help to come. The staff have never been sympathetic to 

these access problems.  

 Very good service  

 Excellent  

 Excellent - especially when compared with friends/ family who attend other 

surgeries in the Bath/Wilts area  

 On the whole very good.  

 very easy to book an appointment can sometimes be hard to get the 

appointment when you want but the surgery always offer an alternative.  

 Good  

 excellent  

 Not very good  

 Very good  

 Pretty good. Access to surgery has been fine for most things, but in evening or 

weekends walk-in centre was a good complement and it is a shame that is 

closing.  

 Excellent  

 They are brilliant. I can always get an emergency appointment if necessary, and 

the GPs are happy to ring as well. I know that many people are not nearly as 

well off with their GP surgeries.  

 Good  

 no problem  

 No18 is a popular and caring practice so I recognise that they will be sought 

after and I plan when to call and attend. I have always been seen at a 

convenient time and, of far more importance, have always had an excellent 

quality of medical care.  

 Generally very good - the web-site is VERY helpful. My only real difficulty is 

fitting appointments in around a very busy working life that includes regular 

travel, including overnight stays. While I am generally happy to see any doctor 



(for added flexibility) for one-off issues, the nature of a chronic health issue 

means I prefer to see the same doctor each time if my visit is related to that, as 

he has the background to my condition.  

 It works very well  

 Parking is a big problem.  

 Good  

 It's fine  

 It would be good to be able to see Dr Redman on a sat or later on the day.  

 Good  

 Good  

 Ok  

 Good and very easily done.  

 Most of the time it is quite easy to get access to the surgery.  

 Always clean and tidy. Reading material limited but I understand the H&S issue. 

I always bring my own reading materials.  

 Fine  

 parking difficult in public road  

 It seems fine  

 It's very good usually but once or twice the person on the phone has been rude 

or difficult, the rest of the time the service has been good.  

 It's fine  

 Very good, sometimes a small wait on the phone when it is busy but the phone 

is always answered and i am asked to hold. This is much better than the phone 

just ringing  

 Very good, online booking is particularly useful for none urgent appointments  

 No problem  

 Good  

 Poor  

 We find access good provided we are prepared to see an unfamiliar doctor.  

 Access is good  

 Staff are very unhelpful and rude. Anything you ask of them seems too much 

hassle for them. Their behaviour is absolutely unacceptable. The doctors are 

ok.  

 Can always be seen if you really need an appointment.  

 HARD WORK TO GET A APPOINTMENT.  

 very good  

 General good, phone is answered. Sometimes hard to get through between 8 

and 10am  

 Very easy and friendly  

 Generally very good.  

 I haven't experienced any problems with the service available to me.  
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 not usually a problem,staff can only answer one telephone at a time,gen very 

good  

 I think it's amazing how we can see someone that same day , it it's urgent and 

how easy the system is to book the appointments. The availability of GPs is very 

good.  

 No problem  

 satisfactory  

 In general it is very good. I have always been able to make an appointment for 

myself fairly quickly, and for my daughter usually the same day.  

 no problems with access  

 Difficult at peak times  

 very good  

 The current system has worked well for me in the main. Occasionally there is a 

wait on the phone but that is usually on the 427402 (non-appointment) line  

 Excellent  

 Very easy.  

 Parking is very difficult on many occasions  

 not to bad  

 It is satisfactory  

 In general access is acceptable.  

 Excellent  

 Fine.  

 Ok  

 There is always room for an improvement. It is what it is  

 Very good  

 Accessing the surgery for appointments is easy. I have never had a problem.  

 it is difficult to get through at 8.30am but otherwise it is possible to get an 

appointment. It is much harder to see your own doctor as everyone seems to 

work part time.  

 Good during the week, but to have two whole days of unavailability over the 

weekend is unacceptable - especially given the significant increase in GPs' 

salaries a few years ago.  

 Access is good  

 generally good - I should probably do the online booking service for non-urgent 

appointments but haven;t registered  

 Fine  

 Blood tests are a problem. Not enough after hours opening for those who work 

Parking is often a problem. It is maddening that so much of the street is taken 

up with residents parking when it is always empty and the houses in the street 

have massive driveways  

 Always found access to surgery very easy and staff very helpful.  

 excellent - one of the best practices we have ever used  



 This is quite an awkwardly worded question - do you mean only phoning the 

surgery (you say "telephone etc") or physical access? If you mean getting in 

touch with the surgery it is very easy. The staff are almost all extremely helpful 

on the phone and in person.  

 can do it on line but I prefer to speak to a person  

 Fine  

 Number 18 is better than other general practices that I have been registered 

with. However, the same problems that affect all of primary care remain - ie few 

weekend and evening appointments and it can be difficult to always see the 

same doctor.  

 Very efficient & helpful staff, no complaints what so ever  

 My experience of it has been very good. When I hear of the difficulty 

experienced in some places in the country I am thankful for the excellent 

access.  

 Good.  

 I am fortunate in not having to contact the surgery often. On the odd occasions 

that I have had to, I have only had difficulty phoning them first thing in the 

morning, or at lunchtime. Neither has inconvenienced me greatly. Sometimes I 

have requested a repeat prescription, and this has always been dealt with within 

a few days. If I want an appointment with a female Dr, I'm prepared to wait until 

one is available.  

 Generally receptionists are helpful and if it's urgent will try to add appointment at 

end of surgery  

 Great  

 Brilliant - I feel lucky to have such a great surgery with kind, informed and 

helpful receptionists.  

 Frustrating first thing in the morning as mostly engaged. Weekend availability is 

what i would like to be able to access without having to go through the lengthier 

process of out-of-hours surgery.  

 I think it is very good.  

 Fine  

 it's good  

 It is a really good surgery with very helpful polite reception staff. The entrance 

and waiting room are bright and comfortable.  

 Easy to phone. Text reminders work well.  

 Good  

 Good  

 Good  

 Excellant. We moved from Oldfield surgery because of the problems on this 

issue. Either not getting through in the first place on the phone and then not 

able to get an appointment, sometimes even on follow up appointments in the 

same week.  



 My husband works in London so finds it very difficult to see a doctor  

 Its very good. I have usually seen someone within a reasonable time.  

 Not always very good as they don't answer the phone quick enough  

 Very efficient, I have learned to phone after 10 o'clock unless there is something 

urgent.  

 very good they have a queuing system. when I do phone I never have to wait 

long to speak to someone  

 The problem with phoning first thing in the morning for an appointment that day 

- usually means waiitng by the phone from when they open and to keep ringing, 

when the phone is engaged.  

 It's OK  

 Fairly good, although often find the receptionist has ad unhelpful manner  

 Good  

 I have not had to access the surgery for an urgent matter so am not able to 

comment on this. I am a relatively new patient and have only had to book 

appointments for non urgent matters and blood tests. I have always found it 

easy to book an appointment when I need one.  

 The staffs are very helpful and accommodating.  

 A little difficult if a walking aid has to be used  

 Very good indeed. Reception staff exeedingly good and always very polite.  

 good  

 Be able to get thro on phone first thing in morning especially  

 On line appointment system is very good.   

 Parking can make it tricky. Door to waiting room is hard to push  

 EXCELLANT.  

 Excellent - I like being able to book appointments on line and seeing the choices 

available.  

 Sometimes difficult to get through at peak times Receptionist sometimes difficult 

Being able to email doctor would be helpful More early evening appointments 

would be helpful  

 Good  

 Fairly reasonable.  

 good. often I find visiting the surgery is a better way to obtain an appointment as 

it can be more difficult to get through by telephone.  

 Sometimes have to ring several times - line can be engaged.  

 Good  

 The majority of the times that I am free to call to make my appointment (on my 

lunch break or early morning) the lines are busy and I'm put on hold.  

 When I have phoned I am always able to get through within 15 mins of trying  

 Often have to repeat dialling a number of times if needing an urgent 

appointment ( same day) dialling first thing in the morning, but accept that this 

cannot be helped and have always been given a same day appointment if it is 



really needed. For routine or things which can wait, I find the online booking 

very easy and useful so only use telephone if an urgent appointment is needed.  

 Fine  

 Great  

 excellent  

 Good except for local parking!  

 It's fine. I have no complaints  

 Fairly Good  

 Sometimes difficult to get through especially early mornings  

 It's excellent  

 No problem for us  

 it is fine for me, as I have no disabilities More difficult for pushchair and 

wheelchair.  

 Easy to access.  

 very good  

 Good idea to be able to book appointments on-line but more often than not the 

available slots are too far in the distance. Therefore, patients resort to ringing up 

to get an earlier appointment.  

 If you need an urgent appointment- excellent If you need non urgent 

appointment about health Maintainance with a specific doctor then I feel there is 

always a long time for available appoints  

 Annoying  

 Works well  

 I find it excellent, the online booking system works very well for appointments 

some time in advance and I find the receptionists are always very helpful when I 

phone for an appointment in a shorter time scale.  

 pretty good  

 Very easy especially for someone with walking difficulties.  

 The phone line may sometimes be engaged for a while, but reception staff are 

helpful, and when we have needed urgent appointments, these have generally 

been available.   

 Poor  

 Generally very good  

 Very Good, the online booking facility is really good  

 Good no suggestion except for an alternative phone number especially on 

Monday mornings.  

 Not really had a problem here.  

 Very Good-have never had a problem.  

 Access is fine. No complaints.  

 Pretty good considering the pressures they are under.  

 Very Good 

 Good 



 Fine  

 Relatively easy  

 OKAY  

 Fine  

 Excellent  

 Good and friendly, only telephoning is sometimes engaged. It is a great practice 

and one which I much appreciate belonging to.  

 No problems ,I generally access via their web site  

 Good  

 telephone access is usually fine, busier times are obviously 8.30 am to try, i 

have made appts on line which is good for non urgent appts.  

 OK  

 good  

 Very convenient due to the short distance and availability of public transport 

within short intervals.  

 Fine  

 Sometimes parking is difficult  

 Very happy with it.  

 Good, I usually use the online access.  

 the computer login account has been made easier by the new naming 

convention for the account - i am still struggling how I get my children on an 

account to book appointments for them.  

 Overall good but sometimes you need to keep trying  

 Hopeless street parking space availability  

 it's good  

 Generally works well  

 I can usually find a parking space  

 Easy  

 Good  

 Main barrier is lack of parking  

 Could do with more telephone lines at peak times Parking is not always easy 

but that is not the fault if the surgery Would far rather wait in a queue and sign in 

and speak to receptionist than use the computer screen. Computer screen quick 

and easy but doesn't smile and greet one!  

 In my view there are two things that stand out. The first is that the receptionists 

are very often rude when one rings. We call them the harpies and have come to 

expect their over-zealous gate-keeping. I do wonder why they do the job if they 

don't like people. Could they be asked to be nicer? The second is that the notion 

that anything other than an appointment some days hence is "an emergency" 

appointment is a bit silly and unhelpful. I was recently told by a receptionist to 

call back later in the week for an emergency appointment because I needed a 

follow-up with Dr X before the next advance booking for Dr X a fortnight or so 



later. It wasn't an emergency, but I did as asked. The receptionist the second 

time I rang, as advised, asked me in an accusatory tone whether it was "an 

emergency". One feels ridiculous saying that it is when it isn't, of course., Why 

not adopt a neutral name like "short-notice" or "same day" appointment?  

 Very good  

 Fine.  

 Very good  

 Parking is the biggest problem  

 Excellent. This is the best practice I have experienced - the system seems to 

work for me.  

 Poor access if going by car  

 Always friendly when there  

 As a new patient, I have only been once to the doctor, and access was fine.  

 Our surgery clearly has the needs of its patients at heart. In the past I have 

called needing an urgent appointment for one of my young children and been 

given one in 10 minutes' time! I am impressed that there are always booked 

appointments rather than "sit and wait" which friends are other surgeries seem 

to have to do. I always recommend No. 18 surgery to family and friends.  

 Good for appointments  

 It is good.  

 Difficult to get an answer on the 'phone in the morning.  

 It's great. I got a nasty case of tonsillitis before I had registered, yet managed to 

register and see a doctor on the same working day - within a few hours in fact.  

 Between the earlier hours of opening times, it's very hard to get through.  

 great  

 Excellent  

 I always expect it to be difficult but sometimes this is not the case  

 not a problem as far as I am concerned  

 telephone very busy receptionist very busy a lot of time when I arrive (on the 

phone mainly) good location  

 Very good. They always have some emergency appointments available on the 

day (although you must ring. quickly at the right time otherwise they all go!). The 

GPs will ring back to speak to you if you ask, you may have to wait until end of 

surgery which is reasonable.  

 Very good  

 Excellent ,never have any problems with access,  

 Fine, I do it online.  

 Generally excellent Like emailed prescription requests  

 Excellent, no problems  

 Very friendly, precise and willing to help.  



 Access is very good. Obviously there are times when things are very busy and 

possibly an emergency hinders the ability of staff to attend to the telephone. 

They are always polite and apologetic if there is a delay. Overall very satisfied.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



How could access to your GP surgery be improved? 

 Automatic call queuing (saying where I am in the queue) - not just an engaged 

tone if the line is busy.   

 By making it possible to make online bookings for appointments with the 

practice nurses too.  

 More telephonists at peak times of day.  

 Perhaps some sort of star put against patients (GP recommended ) for whom 

it is extremely important to see 'their own doctor' and then for the staff to 

make more effort to accommodate this.  

 Very hard to Improve what we have got  

 Perhaps more people manning phones.  

 Perhaps call waiting system rather than having to continually redial at busy 

times.  

 Proper car park, but I always seem to be able to park quite close  

 Nothing obvious. Maybe more evening opening.  

 It couldnt  

 The Online system would be good, but imagine the surgery would have to 

block those who regularly abuse the trust.  

 Later evening surgeries and/or more regular week-end surgeries would help 

me find appointments which could be fitted in with my work commitments.  

 I think they do this to the best of their ability  

 More access to weekend or evening appointments  

 If this includes parking, ask the council to provide more 2 hour slots in the 

residents only sections, they are invariably free during the day.  

 Parking spaces  

 I would like to see the nurse who is dedicated to taking blood every morning 

process patients faster and more efficiently. Every time I go for a blood test I 

wait for 10 to 20 minutes for my turn when I know the entire process only 

takes 4 minutes maximum.  

 Couldnt. The surgery is easily and straight forwardly accessed by several 

methods.  

 All O.K  

 Not to have to ring back at a certain time for afternoon appointments - it 

makes the lines busy then. An online booking service - so you can book a 

certain doctor, and see what times are free.  

 improving access to online booking  

 Not sure  

 Working on Sundays----Only joking I personally have not had any cause to 

complain, from the phone call to the doctor everyone is always polite and 

helpful.  

 More phone lines more staff dr working full time  



 The system by which Doctors call to their rooms could be cleared in the hall 

waiting area.  

 Much tighter supervision of staff is needed and clear goals must be set and 

performance constantly evaluated.  

 TO MAKE APP ONLINE BLOOD AND TO SEE SISTER HILL DIABETIC  

 MORE SATURDAY APPOINTMENTS, FOR PEOPLE WORKING ALL 

WEEK.HARD TO GET TIME OFF ETC.  

 Maybe have a voicemail/ callback service  

 Maybe more telephone lines  

 Online appointment-making a great improvement, as you can see at a glance 

which doctors and times are available.  

 I haven't signed up to be able to do online appointments, but maybe this 

would be advantageous. I just need to remember to take my ID etc. to arrange 

it!  

 It can sometimes be frustrating to find the line engaged and you have to keep 

trying. but it's understandable. the receptionists are also lovely. very friendly.  

 repeat prescription on email  

 I am very satisfied with current access.  

 Online appointment booking system  

 I`m unable to get to the surgery during normal hours as I work away from 

Bath. I have used the commuter Saturday am surgery but if I need an 

appointment earlier in the week it`s a problem. I would be grateful to have the 

opportunity to make an evening appointment once a week similar to the 

Saturday commuter surgery.  

 It's already fine.  

 More parking for patients. Parents fetching children from school take up 

parking space which should be available to them on school grounds where 

there is ample room to make parking space. Some parking for parents could 

also be incorporated.  

 I find it ok as it is  

 There have been occasions when some of the reception staff could benefit 

from a more professional approach when interacting with patients on the 

telephone/face to face.  

 Nothing needs improving  

 Less hold time  

 Im not in the position to demand. Just view the over all concern highlighted 

above.  

 I am looking for any changes  

 Drs not work part time  

 By providing surgeries on a Saturday and a proper emergency service and/or 

telephone advice line over the whole w/e. Surely a rota of 'on-call' doctors 

from the practice could operate this? For a lower salary GP's used to do so! It 



was a bad experience with very lengthy waiting, in pain, having to go to A & E 

, or the emergency w/e service at the RUH when I was far from well. This is 

an urgent matter nationally, as well as locally. b) By providing e-mail access 

for simple questions so as to avoid needing an appointment and saving the 

doctors' and out time. c) Fewer part-time GPs.  

 Nothing  

 perhaps be offered registration to online service when visiting surgery  

 Longer opening hours and a Saturday opening More short term parking and 

remove the huge amount of residents parking which is totally unnecessary  

 We have always found access very easy.  

 not applicable  

 For me it's been fine.  

 Visibility of the appointment calendar (clearly still need to protect privacy) so I 

can pick free time around my working week  

 Urgent appointments on Saturdays and Sundays. Although you can have 

routine appointments on Saturday morning, you can normally find time in the 

week for a routine appointment as waiting a few weeks for a review doesn't 

usually matter.  

 Make the counter lower to disabled folk or kids so they don't feel they are 

having to shout up or have a tall barrier between them  

 Not sure that it could be.  

 I think this has become a wonderful, caring and compassionate Surgery, with 

a good mix of expertise through the Partners - I can't think of ever having any 

complaints about the service I have received. However, in completing this 

survey, I wanted to see if I could book an appointment on-line. I couldn't, until 

I had contacted my Surgery to register with SystmOnline. It might be helpful 

for people less computer literate, to explain exactly what is required - for some 

people, having made the effort to try to book on-line, this barrier might be 

quite daunting.  

 Some weekend access would be much appreciated.  

 Sometimes there is a queuing system on the phone. I'm not sure if this 

happens all the time, but it is much better than getting the engaged tone. At 

least you know you will get through eventually.  

 online  

 No particular ideas.  

 have an online booking and cancelling site. However this would be expensive 

to set up and I would prefer NHS money was spent on medical supplies and 

patients  

 Weekend general availability  

 Happy with it at present  

 At the moment i have no comments on this, as find your surgery is excellent 

at accessing which is helped by the friendliness and professionalism of the 

reception.  



 Saturday surgery   

 More people on the phones at busy times  

 can't think of anything  

 I don't know how this problem could be improved - it's just how it is because 

everyone is in the same boat i.e. ringing early to try and get an appoinment as 

soon as possible.  

 Prompt access to preferred GP is currently constrained by retaining 

emergency slots  

 none so far  

 automatic door  

 I just can't see how it can be improved, the system is more than adequate for 

us.  

 no suggestions  

 More appointments available when we eventually get thro - they're normally 

all gone!  

 Electric/automatic door to main waiting. Im not sure if there is a lift to the lower 

ground floor but that would be useful.  

 I do not think it could be improved.  

 I see no problems with the present system.  

 More 1hr parking on the road  

 Simplification of system of making appointments online.  

 Not all doctors are available all the time, some work part time. It would be nice 

to have a way to find out when doctors are in, if one want a specific doctor 

possibly on a web site.  

 Online booking  

 Don't permit the receptionist to enquire about the nature of the patient's 

condition or to make clinical judgements about what constitutes an 

emergency. They're not doctors and are therefore not qualified to do so. Their 

conversation is fully audible to everyone waiting to be seen, so it's impossible 

to maintain patient confidentiality. If I ask for an appointment to see "a doctor 

today", I expect to be given one without further a do, unless there's actually 

none available.  

 Call back option or more telephone lines.  

 I think that the system at 18 is excellent, given the pressure GPs are under 

these days.  

 it can't be  

 more available parking  

 I'm not sure. I phone the surgery, I speak to one of the charming receptionists, 

they deal with my request. What more can one expect.  

 By having more staff available to take calls  

 By having another phone line or on line facility  

 Access is more than adequate  



 Automatic door  

 Make more on-line appointments available which would/should reduce the 

number of patients telephoning the surgery for an early appointment. Also, in 

order to see a Nurse say for the Healthy Heart Clinic, make on-line 

appointments available. There is no online facility for this service which results 

in telephone calls to the surgery.  

 More staff on phones at busy times.  

 Do you feel that there are enough doctors associated with patient population 

Online may help Can nurses provide some more services  

 More phone extensions for staff to answer  

 I can't really think of anything, it's the best surgery ever aas far as I'm 

concerned!  

 not sure  

 Don't know. We haven't tried the online appointments yet but are aware that it 

is possible to make appointments online.  

 The receptionist is always rude. I went in once and wasn't even 

acknowledged, when I finally was she didn't even look at me - so hire more 

polite staff. On the phone when booking an appointment they are always 

quick to say no and won't tell me about alternatives, I have to ask - so hire 

staff that are helpful. GPS themselves are great! And the nurses that do the 

blood tests etc. - so please compliment them on this!  

 Car parking is a pain in the neck, but I am not sure there is anything that can 

be done about that.  

 All satisfactory  

 As above No except parking!!!  

 Speaking personally,access could not be better.   

 Cannot think of anything, bar a dedicated line for appointments only  

 Maybe appointments on Saturday and later evening  

 Only more than one appointments phone number  

 Maybe a lift for downstairs to nursing services.  

 no problems  

 Certain clinics like the well man clinic are always on the same weekday. 

Which I can never make. If they were on different days on alternate weeks 

then it would be easier to attend.  

 Maybe more phone lines?  

 CAR PARKING  

 not sure quite happy as it is  

 Current access modes are satisfactory.  

 Possible use of resident parking at certain times  

 Online access could have filter to show appointments with a specific clinician?  

 I have nothing to compare against, answer machine maybe?  



 Council to remove permit holder spaces (often empty) and put 1 or 2 hour 

spaces.  

 more telephone lines at busy times  

 It works fine as it is.  

 No problem  

 Parking for patients  

 Online prescription and booking site is not overly reliable and not always up 

an running.  

 more welcoming receptionists!  

 I haven't any problems with it  

 Don't know.  

 More parking  

 No need  

 If "resident only "could be waived during working hours when most cars are at 

work.  

 Improved parking  

 Would love you/the NHS to join the rest of the world in conducting business 

by e-mail and not telephone. Only banks and the NHS do not interact in this 

way.  

 The surgery have been very helpful and accommodating when booking 

vaccinations, allowing me to book slots to fit with my work commitments. 

However, this sometimes needed persistence and asking to speak to the 

vaccination coordinator or nurse - I didn't mind this but the receptionist could 

have suggested it rather than just saying that I could not change my 

appointment. I didn't want to seem pushy but feel that vaccinating my children 

on time is extremely important.  

 Telephone or email access could be improved  

 More use of e-mail  

 More receptionists  

 Don't know  

 Longer opening hours, more staff availability at busy times  

 more people more friendly at the reception (or on the phone)  

 I have no problems ,with access ,helpful now to book yourself in .  

 as stated above - develop an iPhone app 2. Offer telephone appointments. 3. 

Encouraged emailed questions. (reply can always be, "We'd rather see you")  

 We don't need any better access other than possibly weekends  

 Extra staff manning the telephones at the expected busy times. (The surgery 

must know when the busiest times are)  

 

 



Is there anything else you want to tell us about 

access to your GP surgery? 

  

 Because of restricted mobility it is a major expedition to go to the surgery. I 
live very near to the surgery (parallel street), and I really wish it was easier for 
a GP to 'pop in'; alternatively it would be an enormous help if I could 
communicate through a secure email or Skype system. I know this is 
considered (too?) progressive, but it would be transformative for a young 
pensioner like myself with an incurable disorder with substantial pain. Often 
one only needs a minute's discussion -with my own doctor.  

 On the whole I've no complaints about the surgery - in fact talking to friends I 
believe that No 18 is above average.  

 Occasionally is difficult to make appointments within 1 or 2 days.  

 Getting test results seen to.  

 Phone answered quickly but always left waiting for ages  

 Number 18 is one of the best for getting appointments  

 They are brilliant!  

 I'm sure you don't need me to mention parking - but I realise there are 
limitations to what you are able to do about that :-)  

 No good practice and I tend to use internet for bookings but same day 
appointments are limited that way.  

 Getting your ears syringed is harder then it should be.  

 If you use text messaging do not send them on days the surgery is closed eg 
Sundays. Very worrying.  

 just like to be able to see my preferred G.P  

 Poor  

 its a great shame its not 24 hr surgery instead of using out of hours  

 Very happy with the Number 18 Surgery. All the staff and doctors are always 
very attentive.  

 The windows in the waiting room are often closed resulting in a stuffy room  

 It's brilliant  

 The service is excellent  

 I find our receptionists very helpful, patient, polite and well-organized, and the 
level of care form doctors and nurses is high.  

 a key question or area not covered here is that I can usually get an 
appointment on the day I need it but it always has to be an 'emergency' and 
sometimes, a health issue crops up that needs attention but for an 
emergency, I would go to A &E 

 Not at present. Very happy with service we receive.  

 Not that I can think of, thank you.  

 Number 18 Is the best practice I have ever had because the staff are friendly 
and polite and everyone tries their best to help you. Sadly this is in contrast to 
two other surgeries I have been registered with where patients are seen to be 
a nuisance rather than the reason for the practice's existence. I hope the 
caring ethos at number 18 doesn't change.  

 We love dr berresford he's so kind, professional & helpful,  



 Just very pleased with it!  

 Although I have been registered with No. 18 for some 50 years - and services, 
appointments and technology has certainly changed in this time (!) - I wonder 
if it might be appropriate to consider the relationship between Doctors and 
their community, of it perhaps being more of a 2-way street? I was quite 
astounded to find out recently that Dr Paul Booth, who had been our family Dr 
for many many years, and had become a good friend of my late mother who 
died in 2010, had left the Practice last April. He was also MY Doctor, and I 
had confided in him many times about the difficulties of caring for an elderly 
mother. Is there perhaps an opportunity for there to be a Newsletter to the 
Surgery's community, that we might sign up to? It requires us to register with 
our e-mail addresses, and isn't this the case with the On-Line booking 
service? I'd be more than happy to opt-in to a monthly update on changes 
happening at No 18 Surgery.  

 it's great  
 

 After an a frustrating time with another surgery. Mainly because of their 
reception and access to appointments we find the doctors and admin staff 
both caring and professional and glad we moved.  

 I am happy with the services provided. We can't always have exactly what we 
want and a compromise should be reached.  

 They are doing their job very well and are highly commendable. The place is 
clean and well ventilated.  

 It is difficult to park if you have to use a car  

 No. We are more than sattisfied.It would be very nice if the council allowed 
more car parking spaces available for patients attending the surgery.  

 thank you for your help - receptionists have all been polite and helpful  

 People waiting in their cars for patients often Park/wait selfishly (eg wait in 
spaces or Blocking turning spaces) so if you are visiting the v surgery on your 
own you have to park further away.  

 I would just like to say that I think it is an excellent surgery. Very caring and 
thoughtful staff - doctors, nurses, receptionists and everyone with whom I 
have come into contact during nearly 30 years - all have been very kind and 
helpful and made me feel that their total concentration has been on me, 
regardless of how busy they may have been. My parents were also registered 
with this surgery and they felt the same. I was particularly appreciative of the 
sensitive way in which my mother was treated when her mental health 
declined with Alzheimer's. As you can see, I cannot speak highly enough of 
the whole ethos of this surgery.  

 See above  

 It would be excellent to be able to see the doctor of one's choice within a few 
days but obviously that is not going to be possible .  

 Excellent practice. It is many years ( before any of the current doctors were 
part of practice) since I requested a home visit so answer to that question may 
not be up to date  

 I have attended numerous Doctors Surgeries in my travels. Non surpass 
No18 in any conceivable way. You are all wonderful.  

 It's really helpful when they tell you how many people are ahead of you when 
you arrive and book in for an appointment, so you know in advance how long 



the wait is likely to be. I think a display screen might help patients who can't 
hear very well when they are called in. The announcements sometimes seem 
distorted and difficult to make out.  

 sometimes it is not always possible to get an appointment on the same day. 
but they are good at trying to get you one as soon as possible but with 
children or if it is an emergency they are good at fitting you in  

 I have only gone to the surgery since we transferred but I was very pleased to 
see that there is a lift so I did not have to use the stairs.  

 I'm half deaf (I'm not old) so the tannoy needs to be either clearer or louder.  

 No, all round as good a service as one might expect.  

 We are luckier than some surgeries as they always keep some same-day 
appointments for urgent sitiations  

 Re above, it is nice to know that you can talk to the receptionist, but 
understanadable that if you just want to make appointment, the wait can be 
frustrating  

 Have been impressed with follow up phonecalls from our GP, Dr. Berrisford  

 After getting registered with No.18, I did not call over for quite a long time for 
treatment as it was not necessary. But when I had to make an appointment for 
treatment for a chest pain, the lady who spoke to me on the phone was very 
helpful and she even asked me if I want to see the GP straightaway but the 
only problem was that I had to re-register as my registration had been deleted 
from the system. I would very much appreciate if registration can be retained 
for longer periods. Other than that all the other services offered by No.18 was 
excellent. Thank you very much. Please keep it up.  

 Over all I often recommend my surgery for the great over all experience  

 It is hard to park near the surgery.  

 This practice is an excellent one with a friendly staff, nurses and doctors. It is 
well worth putting up with any tiny access problems that occur from time to 
time.  

 

 Could the receptionists make a habit of telling patients as they arrive if their 
doctor is seriously delayed? A while back I had an appointment which hadn't 
been called 40 mins after I arrived. I eventually left, and I do understand that 
delays will happen. The point is just that had I been told Dr X was that late 
earlier I would not have waited 40 mins before leaving (as I had to do to get to 
another appointment).  

 Excellent, thank you.  

 Better parking would be good !  

 I very much appreciate the way the surgery operates and the helpfulness of 
all the people working there.  

 Parking for cars nearby is a serious difficulty  

 No i never get any problems  

 I like it! Great staff.  

 Very satisfied.  
 

 

 


