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We would like to say a big thank you to all of those patients who gave up their time to be 

involved. We received some very useful comments and hope you feel we have taken these 

on board. Together we have agreed areas to be looked into; we compiled a patient 

questionnaire and then collated our patients’ views from the survey. The results of the 

survey were then fed back to the Patient Group and the opportunity was given to discuss the 

findings. We then made an action plan and decided on how we would implement the 

changes suggested. 

The full report and Action Plan can be viewed below: 

Background 

GP practices were invited to take part in a 2 year “national initiative” to promote engagement 

of patients in decisions about the range and quality of services provided. Practices that 

decided to take part were asked to: 

 Establish a Patient Participation Group – only registered patients, and making sure 

the group was representative of the practice patient demographic. 

 Discuss and agree what the “priority issues” are for the patients and the practice. 

 Incorporate these “issues” into a patient survey. 

 Feedback the results of the survey to the patient group. 

 Discuss, agree and draw up an Action Plan for changes. 

 Publicise the Patient Participation Group Report on the practice website, circulated to 

all patient group members, and in the copies available in the waiting room. 

 Repeat the process for a second year 

 Year 2 report should build on year 1 showing how issues raised in year 1 have been 

addressed. 

Step 1: Establish and maintain a Patient Participation Group 

Invitations to join the Patient Group were again advertised on the Practice Website and on 

Posters within the Practice for several months. Uptake is still slow; we are aiming for 10 

patient representatives in our group. We have retained 7 patients that joined the Patient 

Group last year, and also are pleased to have 2 new members joining in the coming year, 

making a total of 9.  

As we have small numbers of patients in the ethnic minority groups we feel 1 person out of 

the current 7 is representative. We have more females than males, but this will probably 

even out by next year when we may have a few more additions to the group, currently we 

have 4 female members and 3 male members. The age groups are not all represented but 

hopefully this will even out next year. There is a mix of self-employed, employed & retired, 

also representation of several chronic disease groups. 

 



Patient Group Representative Chart – 2013 

 
Practice Population Profile 
 

 
Patient Group Profile 

 
Difference 

 

AGE 
 

% 18-24                  ( 582)    5.62% % 18-24           (0)       0.0%          0.0% 

% 25-34                  ( 911)    8.80% % 25-34           (0)       0.0%          0.0% 

% 35-44                  (1364)   13.18% % 35-44           (1)       0.07%          0.53% 

% 45-54                  (1698)   16.41% % 45-54           (2)       0.12%          0.73% 

% 55-64                  (1338)   12.93% % 55-64           (2)       0.15%          1.16% 

% 65-74                  (1124)   10.86% % 65-74           (0)       0.0%          0.0% 

% 75-84                  (  710)   6.86% % 75-84           (2)       0.28%          4.08% 

% Over 85               (  409)   3.95% % Over 85       (0)        0.0%          0.0% 

 

Ethnicity 
 

White White  

% British Group    (10157)    98.14% % British Group   (6)      0.059%          0.06% 

% Irish                   (     54)      0.52% % Irish                 (0)      0.0%          0.0% 

Mixed Mixed  

% White & Black Caribbean  (16) 
0.15% 

% White & Black Caribbean (0)   
0.0% 

         0.0% 

% White & Black African       (15)  
0.14%   

% White & Black African      (0)   
0.0% 

         0.0% 

% White & Asian                   (27)  
0.26%    

% White & Asian                  (0)   
0.0% 

         0.0% 

Asian or Asian British Asian or Asian British  

 % Indian                               (56)  
0.54% 

% Indian                               (0)   
0.0% 

         0.0% 

% Pakistani                            (7) 
0.07% 

% Pakistani                          (0)    
0.0% 

         0.0% 

% Bangladeshi                       ( 10)  
0.09% 

% Bangladeshi                     (0)    
0.0% 

         0.0% 

Black or Black British Black or Black British  

% Caribbean                          ( 3)  
0.03%  

% Caribbean                        (0)    
0.0% 

         0.0% 

% African                                (26) 
0.25% 

% African                             (0)    
0.0% 

         0.0% 

Chinese or other ethnic Group Chinese or other ethnic Group  

% Chinese                              (17) 
0.16% 

Chinese                                (0)   
0.0% 

         0.0% 

& Any Other                         (386) 
3.73% 

& Any Other                         (1)   
0.25% 

         6.70% 

 

Gender 
 

% Male       18+                      ( 5114 )   
49.41% 

% Male                                (3)    
0.06% 

        0.12% 

% Female         18+                ( 5236 )   
50.59% 

% Female                            (4)    
0.08% 

        0.16% 



The practice decided that “face to face” meetings would be the most appropriate and that “virtual” 

meetings by email might put some people off particularly in the older age range together with anyone 

without access to a computer. Total number of members in our current Patient Group is 7, plus 

representation from the practice which always consists of 2 staff members. We also have the 2 new 

members who will hopefully join us for our next meeting. 

Step 2: Agree areas of priority with the Patient Group 

6 members attended the first meeting plus the practice manager and finance/deputy manager. After 

introduction and an explanation of the aim of the meeting, time was spent discussing Access to the 

practice and questions regarding practice survey. Our priority was to establish not only in what areas 

we were considered to be under-performing in with regard to the service provided by the practice, but 

also to establish in what areas we were performing well. It was agreed a member of the patient group 

would help us prepare a questionnaire for the patients to complete regarding each section of the 

practice (see attached Annex A). This approach was considered suitable as it would incorporate 

questions relating to satisfaction with sections and services provided by the practice such as 

telephone access, and staff conduct etc. The Practice also agreed to undertake the prepared survey 

for Access supplied by the Primary Care Foundation as part of its Quality and Productivity indicators. 

Step 3: Collate views of patients using survey 

Between November 2012 and March 2013, the patient questionnaire was handed out in the practice. 

Everyone visiting the practice over the chosen period was given a questionnaire by the reception 

staff and asked to fill it in after they had their appointment and to put the completed questionnaire into 

the survey box in the waiting room. In addition to this questionnaires were posted out to a random 

selection of 50 patients during 2nd week in March, they were asked to return the completed 

questionnaire to the surgery.  

In total we collated 361 fully completed questionnaires. This gives a 95% confidence level for our 

population size. The results of this survey were collated by the Practice Manager, percentages 

calculated and comments logged see attached “Annex B & Annex C” which includes a poster with 

graph/chart that is on display at the surgery. 

Steps 4 & 5: Review results and discuss/set Action Plan with Patient Group 

A “face to face” meeting was arranged. 5 members attended this meeting plus the practice manager 

and finance/deputy manager. The meeting was spent discussing the results of the survey, 3 areas 

were chosen for improvement, these were waiting area, online services, and further customer service 

training, plus the surgery’s action plan from the Primary Care Foundation Access survey.  See 

attached Action Plans “Annex D & E”. 

Other items discussed included: Care Quality Commission, the surgery has now been registered with 

this body. Also our new telephone system and new phone number (01242 223810), a suggestion for 

TV screen linked to our website which could also promote health issues that are currently topical. 

“Wait here” sign/barrier for reception desk to help provide more confidentiality for patients.                . 

The group will meet again in June 2013. 

Step 6: Publication on Practice Website   www.sixwaysclinic.co.uk 

The Practice has made this report available on its website and also available to read in the waiting 

area at the clinic.  

 

http://www.sixwaysclinic.co.uk/


Practice Opening hours: 

By Telephone: Monday – Friday 08:00 – 18:30 (excluding bank holidays) 

In Person at the surgery: Monday – Friday 08:30 – 13:00 and 13:30 - 18:00 (excluding bank 

holidays).  

Outside these times the “out of hours” contractor is available. They can be contacted by calling the 

Practice whereupon you will be given a number to call, alternatively patients can simply dial 111. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Annex “A”  -  Patient Questionnaire 

 

SIXWAYS CLINIC – Patient Survey 2012 

We hope you will participate in this survey as your suggestions are helpful to the Practice. 

Name:      Address: 

 

Reception Service Poor Needs 
Improvement 

Good Excellent 

How would you rate your experience of our 
overall Reception Services? 

   
   
 

 
    

 
 

 
 

Would you like to describe your best experience  
 
 
 

   

Give us your suggestions for any improvements  
 
 
 

   

 

Nurse Service Poor Needs 
Improvement 

Good Excellent 

How would you rate your experience of our 
Nursing Services? 

 
 
 

 
         

 
 

 
 

Would you like to describe your best experience  
 
 
 

   

Give us your suggestions for any improvements  
 
 
 

   

 

Doctor Service Poor Needs 
Improvement 

Good Excellent 

How would you rate your experience of our 
doctors? 

 
 
 

 
         

 
   

 
      

Would you like to describe your best 
experience 

 
 
 

   

Give us your suggestions for any 
improvements 

 
 
 

   

    

    

    



Practice Procedures Poor Needs 
Improvement 

Good Excellent 

How well do you feel that the administration 
of the practice works? 

 
  

 
 
 

 
 

 
 

Please give us an example of where it works 
well 
 

    

Where can we make improvements? 
 
 

    

 

Practice Environment Poor Needs 
Improvement 

Good Excellent 

How would you rate your overall impression 
of the premises? 

 
 
 

 
        

 
 

 
 

What do you find most appealing? 
 
 

    

What would you like to change? 
 
 

    

 

Patient Services Poor Needs 
Improvement 

Good Excellent 

How would you rate our patient services? 
e.g. Online Services, Information leaflets 

 
    
 

 
         

 
    

 
        

Which do you most appreciate? 
 
 

    

What if any changes would you like to see? 
 
 

    

 

Additional feedback: 
 
 
 
 
 
 

 

 

 

 

    

    

    



Annex “B” -  Patient Questionnaire Survey results 

Question Poor Needs 
Improvement 

Good Excellent Score 

 
Q1 – How would you rate 
your experience of our 
overall Reception 
Services?  
 

 
 

2 

 
 

10 

 
 

191 

 
 

86 

 
 

78% 

 
Q2 – How would you rate 
your experience of our 
Nursing Service? 
 

 
 

2 

 
 

0 

 
 

113 

 
 

192 

 
 

87% 

 
Q3 – How would you rate 
your experience of our 
Doctors? 
 

 
1 

 
7 

 
145 

 
203 

 
85% 

 

 
Q4 – How well do you feel 
the administration of the 
practice works? 
 

 
 

3 

 
 

16 

 
 

199 

 
 

99 

 
 

75% 
 

 
Q5 -  How would you rate 
your overall impression of 
the premises? 
 

 
 

2 

 
 

47 

 
 

216 

 
 

83 

 
 

70% 

 
Q6 –How would you rate 
our patient services? e.g. 
Online Services, 
Information leaflets 
 

 
 

2 

 
 

10 

 
 

191 

 
 

86 

 
 

75% 

 

Details of score calculation 

The score provided for each question in this questionnaire is the mean (average) value of all the ratings from all 

patients who completed the question. It is expressed as a percentage – so the best possible score is 100%. 

Example using data from Question 1.      Total number of patients responses = 360 

Questionnaire 
rating scale 

Poor Needs 
Improvement 

 
Good 

 
Excellent 

 
Number of ratings 

 
3 

 
20 

 
187 

 
150 

 
Value assigned to 
each rating 

 
0 

 
33.3 

 
66.6 

 
99.9 

 
(number of Poor ratings x 0)+(number of Needs Improvement ratings x 33.3)   

+(number of Good ratings x 66.6)+(number of Excellent ratings x 99.9)  (3x0)+(20x33.3)+(187x66.6)+(150x99.9)  = 28105.2/360 

(Total number of patient responses)       (360) 

Your mean percentage score for Question 1 = 78% 



Patient Feedback 
 

All written comments/feedback have been included in their entirety but details which could 

identify a specific patient or other surgery have been removed to ensure anonymity. 

Reception Service 

              
Would you like to describe  
your best experience   Friendly face to face 

            

(Sharon the receptionist) I came in to make appointment for my  
daughter after school and got one at requested time. 

            Always able to get an appointment fairly quickly. 

            Very helpful on the telephone 

            

Fairly new to the practice and have had a pleasant experience  
so far. 

            Always polite and efficient. 

            Always helpful. 

            

I did not have a doctors appointment so receptionist sent me to  
the nurse. 

            

Receptionists understanding the urgency of mental health issues 
 and doing all they can to help you get an appointment with the  
GP you trust. 

            Always really friendly 

            Being able to phone up and get an appointment 

            

Response to worrying symptoms - appointment given on the day 

            

Always courteous and helpful - help evaluate when appointment  
is needed. Can get in same day/next day if needed. 

            

Almost always short of staff and stressed. Several times now have  
not been checked in properly and had to wait a long time. 

            

Staff should be more polite, as we are expected to be. Also they  
should listen. 

            

There have been changes over the last year which has made the  
reception experience a lot more efficient and friendly. 

            Booking in for emergency 

            Very helpful and efficient, kind and friendly. 

            Friendly and helpful 

            Being able to get appointment when needed. 

            Straightforward friendly staff 

            

Booking to see Dr. Sissons sometime ago and finding my appt had 
disappeared. Going home and the surgery rang to apologise and  
got me in with Dr. Chan that evening. 

            Staff always helpful and polite 

            

All staff are helpful and cheerful despite being under pressure at  
times. 

            

Wonderful when receptionist available & willing to listen and sort  
things out. 



            I like the automated check-in 

            Smiles and helpfulness 

            Can always fit us in last minute 

            

Friendly and efficient over the phone - not always so good face to  
face 

            Friendly service 

            Very kind, taking lots of time over your needs 

            

Most members of the reception team are rally lovely & welcoming  
but there are 1 or 2 individuals who are not very friendly 

            

Arrived after severe pins & needles in leg&arm, I was taken straight 
through to the nurse 

            Not helpful on phone, listen to the phone call 

            Better patient interaction & courtesy 

            

Returned to surgery 5 mins after I had left to re-make  
appointment, receptionists were extremely helpful and  
understanding 

            Appointment on day needed 

            Always helpful and friendly 

            Friendly staff always a pleasant experience 

            

Your phone should be answered between 12 and 2.30. Change  
your message "are you about to die!" 

            Helpful with my twins.   

            

I had a bad asthma attack and on seeing me I was helped straight  
through to a nurse. I felt very comforted. 

            Face to face on phone "loop" rather trying.  

            

Welcoming smile. Sense of humour. Not a jobs worth. Efficient  
and informative.  

            Very friendly and approachable. 

            Efficient and helpful service.  

            Always helpful.  

            Generally very pleasant and helpful 

            Friendly on the phone and in person 

            

The receptionists are always very professional, pleasant and  
helpful 

            Always given an appointment in an emergency 

            

The staff are friendly and helpful but sometimes has to book  
several appointments at once; it can cause quite a queue. 

            Always helpful on a busy day 

            Always very helpful 

            

Receptionists always do their best to arrange a quick consultation 
 with GP.  

            Friendly staff and helpful.  

            Self-check in works quickly and avoids queuing.  

            Always friendly and efficient.  



            

When checking in receptionist never mentioned to check in with  
the computer, which I never knew about, so doctor didn't know I  
was sitting in clinic, so I missed my appt time and two patients  
were called before me.  

            Always very helpful.  

            They always provide good service - very helpful.  

            

Excellent when needing a quick appointment - felt staff did all  
they could to fit me in.  

            Very helpful.  
               Sometimes can be curt on the phone.  

 

            

Husband very poorly when I telephoned had appt and saw Doctor  
within 1 hour.  Reception staff caring and professional.  

            Always very helpful.  

            Always efficient and respectful.  

            Prompt and polite 

            

Booking this appt for Dr & Nurse - very helpful on date and timing.  

            Always very helpful at getting a  last minute appt.  

            

Today - very pleasant and fitted my son in with the doctor I  
wanted to see.  

            

The ladies always try their best under such busy circumstances.  

            Always helpful 

            Receptionists friendly 

            

Very helpful when I ran out of prescription meds got me a new  
prescription straight away. 

            Chatting to receptionist 

            Cheerful, bright and very helpful 

            

The receptionists are always very willing to help and are very  
approachable. Usually able to make an appointment on the day 
 required. 

            Urgent appointment required (seen within 3hrs) 

            Always very helpful and good when children are ill 

            Always friendly   

            Denise is very helpful 

            Helpful   

            Generally helpful and able to provide what I need. 

            Efficient   

            Always friendly and welcoming 

            

When I say I'd like an appointment as soon as possible & you try  
to help me get one. 

            Very sympathetic, who puts patients at ease. 

            Very capable 

            Always fitted in when necessary 

            Great very helpful 



            On registering with the practice staff were very helpful 

            Always pleasant & accommodating 

            

Had difficulty with a prescription - the receptionist sorted it for  
me. 

            

Always when I have phoned up and explained my symptoms as  
of today they have immediately managed to make me an  
appointment and were professional in dealing with the matter. 

            Always seem to find a slot for me however busy they are. 

            Same staff but are now much more polite 

            

Staff are pleasant, polite and business like, and do their best to  
fit in requests. 

            Always helpful 

            

Being very kind to me when I had a severe reaction to an antibiotic,  
and had to keep coming back to check on symptoms etc. 

            Given an immediate appointment (emergency) 

            Always helpful when needing an urgent appointment 

            Very helpful 

            

Generally very helpful, recently moved and very helpful with filling  
in all the forms. 

            Came in feeling in lot of pain, saw a doctor within 30 minutes. 

            

Difficulty now with different menus, but once you are on a one to  
one situation - very good. 

            

They were very helpful when I had a kidney infection and was very  
poorly after taking strong antibiotics, and fitted me in with  
Dr. Clarkson who was brilliant. 

            

Because of my Asthma I feel the receptionists are very good at  
giving appointments 

            Very efficient, never left waiting long. 

            

All staff have been fantastic on reception, friendly and willing to  
help. 

            

Helpful on phone - usually manage to get an appointment the  
same day, which is brilliant. 

            

Quickly, efficiently and helpfully dealt with - receptionist went  
out of way to help today. 

            

I like that I can check-in for my appointment on the touch screen  
when reception is busy. 

            

An appointment was made for my baby when I was a worried  
mum. 

            Staff are always polite. 

            

Sometimes a friendly face on reception - with a quiet manner and 
manners…. However, often not! 

            Always responsive to questions etc 



            

Reception staff have been fantastic with me over the 2.5 yrs I have  
been unwell. They are helpful, kind and have shown empathy. They 
 are all wonderful. 

            

Same morning appointment when needed. Great and efficient,  
cheerfulness always. 

            

Despite the "stereotypical" image of a doctors receptionist,  
Sixways staff try hard to accommodate. 

            

A warm welcome every time, even when staff are weary and busy. 

            

Good today both on phones and at desk- has been poor in the past. 

            Face to face is friendly 

            Quick and professional. 

            Maternity care from Dr. Heywood 

            Always ready to be of assistance 

            Extremely helpful staff - willing to chase results etc 

            Very helpful, answered all my questions 

            All my dealings with reception have been very good 

            Always polite and efficient. 

Suggestions for 
improvements         

 
      More staff to answer phones 

            More friendly 

            

Possibly a hint of scepticism for medical testing. Probably caused  
by me asking for inappropriate advice from a receptionist. 
I mistakenly thought that the computer could show what I wanted  
to achieve from the visit to the surgery - I can now see the process  
is not designed in this way. 

            Sometimes phone rings for a long time unanswered. 

            

Can never get through via telephone without having to wait for a  
long time. 

            Phone lines not always attended too 

            

Telephone waiting time, but I know it is difficult with other calls  
going on. 

            

Some receptionists could be a bit more friendly and smile - but I do 
understand it must get stressful. 

            More house magazines! 

            A local telephone number direct to the receptionist 

            Phone service not great. 

            Always polite and helpful 

            

Refresher training on the new system and more phone lines can  
never get through. 

            Being able to email the clinic as well as phone. 

            Service can be very variable - according to personality and stress. 

            Customer service training 
            A quick reply to phone calls if possible 
            More people on desk for busy days 
            Evening calls would be good.  



            

Reception desk very high. I am 5'6" but a shortie would have  
trouble.  

            

Don't give people sample jars to pee in, and give back without an  
opaque bag to put it in.  Very embarrassing giving it back in full  
reception area.  

            Take the phones away from reception.  
            Not asking patients why they need an appointment 

            

Helpful to be able to book appointments more than 3 weeks  
ahead. 

            Answering the phone 
            Being told to ring again when less busy 

            

Trying to get through on the phone takes a long time and costs a 
 lot of money. 

            

The initial phone call is always laboured and makes you feel you  
are an inconvenience when calling. Treat each client as an  
individual and not be so officious. 

            Better appointment system - but not sure how 
            Touch screen often not working 
            More chairs  

            

Could you offer a specific allergy clinic, management of chronic  
skins problems. 

            

Medication ordered should be dealt with more efficiently. Sixways  
has poor reputation with chemists. Order should be taken over  
the phone and be more accessible. 

            None 

            Change to local phone number 

            

Make nurse appointments available online, and improve  
accessibility 

            Just occasionally prescriptions are incorrect/missing 

            Access to medical records easier/advertised 

            

Depends on who is on duty  Some friendlier and more helpful than  
others.  

     
  

Maybe more staff, sometimes only one to deal with phones,  
queries and check in.  

     
  Take calls at lunchtime.  

     
  

Can be abrupt and unsympathetic, not very welcoming when  
you arrive.  

     
  More staff needed in afternoons 

     
  

It would be nice to be able to make appointments a bit further  
in advance. 

     
  smiling staff 

     
  Supply of pens to complete these forms 

     
  Check the telephones regularly for clarity 

     
  

People standing unnecessarily in the back room whilst there are  
patients to be sorted at desk. 

     
  To achieve this standard consistently 

     
  Would it be possible not to close at lunchtime 



     
  

Please try not to lose forms/documents so we have to redo, try to  
be a little more sensitive when asking what is wrong, try to be 
 slightly less aggressive in your "gatekeeping" of medics; lots of  
patients are intelligent citizens who make rational choices about 
 how urgent their matter is. Name badges for reception staff? 

     
  

Ask them not to state aloud why you are seeing the doctor - as  
one did recently. Create a more private space for discussions at  
the desk. 

     
  

On the phone - sometimes you can feel you (the patient) is a 
 problem and trying to be difficult. 

     
  

Is frustrating when lunchtimes are closed - please keep a member  
of staff to take calls. 

     
  

Reception are not very friendly and can come across as obstructive  
rather than sympathetic/empathetic. 

     
  Reception area is a little small- larger would improve it. 

     
  

Over phone is difficult to get through, feels unhelpful and didn't  
call me back to request me to come in. (re: ---on 11/3/13) 

     
  

More staff manning phones at peak times - often very difficult to get 
through. 

     
    

 

 

Nurse Service 

              
Would you like to describe  
your best experience   Very informative and thorough 

 
            

Always very pleasant, remembers names, has good people skills 

            

Recent smear - excellent service. Travel vaccinations – excellent  
service. Very friendly and efficient. Couldn't be better. 

            Make children feel at ease, less traumatic for my 3 year olds jabs. 

            Last minute vaccinations easy to get. 

            

Follow up with sons asthma appointment to check another  
unrelated question with doctor. 

            Thoughtful when treating you and good at listening. 

            

The nurse suspected I was having a heart attack and called  
Dr. Chan. 

            

Nurse was very understanding of needle phobia. Not having your  
feeling negated is very comforting and powerful. 

            Triage nurse very thorough, good at diagnosing, great listener. 

            Flu jab queues managed well 

            Made me feel very comfortable 

            

The nurses here are amazing. Ever experience I have had from  
children's MMR to ladies issues has been friendly, efficient and 
informative. Good sense of humour too. 

            It's as good as it can be. Excellent 



            Ear syringing (What a relief!) 

            Always helpful 

            Been good when giving baby vaccine (nice & quick) 

            

Karen's asthma clinic is very good and she looks after me well. 

            Quick and friendly 

            Kindness at all times 

            Nurse always pleasant and efficient 

            Sympathetic and helpful in main. 

            Understanding and compassionate over smear test 

            Short wait and swift attention 

            Quick and kind, again taking time with all your needs 

            

All of the nurses are very good, very professional & helpful.  
I particularly have found Sally Wilks excellent. 

            Prompt service and friendly. 

            We love Sally.  

            Heart monitoring - quick efficient and friendly 

            
Friendly. Puts at ease. Informative, not patronising.  

            Friendly and explains all procedures very well.  

            Always had excellent nursing care.  

            
Good advice.  

            
All nurse with one exception, are pleasant, friendly & efficient.  

            I was fitted in with the nurse at a time when I needed it most 

            

Immediate review for pins & needles, and nurse later spotted  
irregularity on ECG and brought it to the immediate attention  
of the doctor 

            I have always found the nurses to be very helpful and efficient 

            Reassured when I was scared of needles, nurse was really nice. 

            Polite, friendly, professional 

            Always on time and ready to help 

            Every visit 

            Being greeted with a smile. Always helpful.  

            Have had little call on their services.  

            Very pain free smear.  

            Always friendly and efficient.  

            Very efficient with flu jab clinic.  

            Informative, helpful.  

            

Usually very good, but when I had my smear test last time I felt  
very stressed.  

            Short wait, treated swiftly.  

            Good sense of humour always caring and professional.  

            

Dealt with LD patient with empathy and had a relaxing manner 

            Always been good.  

            
Nicky nurse always so cheerful, professional and efficient.   
Had regular pressure 6 years ago and she was brilliant.  



            

Sometimes confusing when follow up per smear test - not from  
nurse but letter from ? Lab.  

            Only been for injections, but no complaints.  

            Efficient.  

            Biscuits 

            

Nurses are very welcoming and friendly, putting the patient at  
ease. 

            

Weight loss has been very encouraged through the nursing team  
and stopping smoking. 

            Very cheerful and helpful 

            First class 

            

They always put me at ease with injections as I am a needle  
phobic. 

            Fantastic with my son when having asthma attacks 

            Diabetic Review 

            Again, on registering the nurse was very friendly. 

            Just all round professionalism 

            Smiles, friendliness 

            Always found them the same, friendly and helpful 

            

When I have had my blood pressure checked the nurses have  
always tried to keep me calm, as I do suffer from white coat  
syndrome when taking my blood pressure. 

            
Always excellent service - staff understanding, kind and patient. 

            When we first registered - nurse very good. 

            Quick appointment 

            Seen same day by Triage nurse, when young children poorly. 

            Always of the highest standard 

            Very good with baby injections. 

            Excellent attention to the problem in hand. 

            They are always very good 

            

During a test the nurse completely put me at ease making the  
experience not as bad. 

            Proactive 

            

Always very kind and gentle, especially for the regular blood tests  
and the annual flu jabs are organised like clockwork! 

            
Repeat dressings after surgery, were always helpful and on time. 

            
Quick appointment for signing up, all fine. No nonsense. 

            

So far only seen the nurse once and no problem at all. This was for 
registration checks. 

            Easily and capably being vaccinated before going abroad. 

            
Plenty of advice - didn't feel rushed. 

            No best experience - but generally a kind and friendly experience. 

            Very friendly 



            

Jackie - always kind, professional and personable. Midwifery:  
Debbie Mumford is excellent. 

            Useful information given about drugs needed and why for India. 

            

Due to nurse suggestion that I should have a blood test, picked  
up my hyper-thyroidism. Also very helpful about holiday jabs. 

            Friendly and helpful. 

            Nurse Nicky - always cheerful and helpful. 

            Always been good.  

            

Always welcomed with a smile, exceptionally easy to talk to.  
District Nurses are also fab! 

            
The small experience of the nursing has been good. 

            Have always been kind and friendly and understanding. 

            Warm welcome and feeling known 

            Kind  

            Very pleasant and efficient 

            

Although not used for a while - but always friendly and puts you  
at ease. 

            Personal attention to details 

            Recent ECG - was made to feel comfortable and relaxed. 

            Very impressed with help in treating my Diabetes 

            

Very reassuring for my daughters jabs and supportive as I don't  
like needles myself. 

            Quick and efficient 

            
Taking time to understand elderly patient's needs and concerns. 

Suggestions for improvement   

  

       More empathy for those who have been sexually abused when  
having to have smear tests. 

            

Waiting times often longer than one would expect, but unsure  
of reasons. 

            Listening skills 

            Less time to wait for an appointment 

            Blood to be taken every day Monday to Friday 

            
Give them longer appointment times so they can run on time.  

     
  

The nurses area seems very spread out, difficulty which way to go  
in or out. 

     
  It would be nice to be able to access the District Nurses more easily. 

     
  

I was kept waiting for over 45 minutes due to some sort of  
oversight - when I should have been at work - and yet there was  
no real understanding or even an apology. 

     
  

End the practice of calling the nurses by their first name - such  
a system patronises the patient. 

     
  More flexibility in clinics e.g. for smears etc 

     
  None - has always been excellent 

     
    



 

Doctor Service 

              
Would you like to describe  
your best experience 

  

I went to see Georgina Charlwood when I was really low, she  
listened and was really helpful and caring. The nicest doctor I have 
ever met. 

            No fuss, calm explanation of issues. 

            Very supportive with children 

            

Dr. Durkin made me feel valued and listened too when I was going 
through a traumatic time. 

            Dr. Mennie is excellent. 

            Dr. Durkin and Dr. Clarkson always very helpful. 

            Prompt appointments and arrangement of repeat prescription. 

            Quick follow up with hospital. 

            Always able to get an appointment. 

            Dr. Chan diagnosed my heart attack. 

            

Dr. Sissons is a very holistic practitioner. Always includes patient  
in care planning and is very good at listening. 

            Promptness 

            Doctors always really friendly and helpful 

            Dr. Durkin excellent diagnosis of knee injury 2013 

            Treated with care and fast actions. Very impressed. 

            Always willing to refer to specialists/consultants 

            Friendly and make you feel comfortable 

            Appointments are difficult unless one is willing to wait an hour 

            I find all of the doctors approachable and helpful. 

            The doctor was very helpful 

            Support from Dr. Chan & Dr. Durkin over the past 3 years. 

            Dr. Ubhi is fantastic, listens & doesn't rush 

            Prompt appointments if necessary 

            Reassuring and take my concerns as real 

            I'm put at ease and treated as intelligent 

            All very efficient 

            A quick response and sent to hospital 

            Most kind and helpful, taking time to listen. 

            

All my times with the doctors have been very good. I have no  
complaints 

            Good overview of condition 

            Very impressed with childcare (our grandchildren) 

            Care after ear infection & burst drum, sent to have ears syringed 

            Dr. Charlwood has a superb "bedside manner" 

            
Took what I thought was quite minor seriously and was very  
thorough 



            

Consultations with Dr Ubhi - very thorough, but equally I have felt  
I have been very well listened to.  

            

Doctor Heywood was brilliant over sorting out medication for me  
that suited my needs.  

            Friendly puts at ease, informative, not patronising.  

            Always listens, doesn't judge. Very helpful.  

            Reassurance.  

            Always willing to help.  

            Sympathetic female doctors 

            

Any consultation with Dr. Charlwood who is thorough, kind and 
 generous with time. 

            
Doctors go the extra mile. Especially Dr. Chan 

            Maternity services pre & post natal 

            When I felt depressed the GP was good 

            

Was advised on how to deal with acne. He explained several  
options rather than just giving one. 

            Good, full of information 

            Always thorough and not rushed 

            Being listened to and non-judgmental.  

            When I needed an appt fairly urgently I was seen within an hour.  

            Always friendly and efficient.  

            Very informative when giving results and thorough in examination.  

            Always thorough and gives excellent service.  

            

I enjoy seeing Dr Ubhi - she talks to you like your best friend would  
talk to you.  

            
Made to feel that what was wrong with me was important and  
not a waste of time. 

            Able to see doctor quickly and received good treatment.  

            Bad ear infection a few years ago. Excellent service 

            Always have time and concern for you.  

            

Dr Chan knows our clients well with good understanding of their   
needs (Ravenswood) 

            Dr Sissons - very thorough, excellent manner.  1st Class.  

            

My first experience at Sixways was with Dr Ubhi.  She was very 
 good and listened to what I had to say as a mother.  Having come  
from private doctors (user pays in Australia) I had heard not  
particularly positive things about NHS.  Sixways has proved these 
comments wrong.  Thank you Dr Ubhi.  

            The doctor telephoned me at home to clarify a problem 

            Very clear explanation of drugs, and explained follow up clearly 

            
Dr. Durkin always listens and I never feel rushed 

            

Most doctors great, but Dr.Sissons gave me and my family awful  
service 

            Informative 



            Understanding depression 

            I only have good experience 

            

Examined for prostate and hernia problems, both immediately  
referred to consultant and action being taken. 

            

Listened carefully to description of complaint, did not hurry me,  
and clearly explained options. 

            Always helpful 

            Dr. Durkin is always helpful 

            Dr. Durkin 

            Very helpful and felt listened to 

            Great manner, very personable 

            Confidence in GPs 

            My doctor always listens and puts me at ease 

            Dr. Durkin has been amazing 

            

Always dealt with care and thoughtfulness. Efficient and effective. 
Very pleased to be a member of this practice. 

            Always willing to take my son in early when having asthma attacks. 

            Overall excellent 

            Seen very promptly 

            Perfect, Dr. Chan 

            Management of depression 

            On time, clear communication & thorough follow up  

            Nice, friendly and helpful 

            Dr. Chan shows interest, treats me like a person. 

            All have offered helpful advice and service 

            

Many things wrong with me, but Dr. Chan keeps on top of 
everything 

            

When my husband died 8 years ago I was coming in to get my  
blood pressure checked but Dr. Clarkson spoke to me first and did 
not rush me out of his surgery. I just felt he took his time to find 
out how I was in a professional way. 

            

Dr. Charlwood is always happy to spend time and is very pleasant  
and thorough, but the downside again is long waiting times. 

            Dr. Morison arriving to visit me at home a few years ago. 

            

My 1st visit to a doctor here was recently and I felt very welcomed  
and happy with visit. 

            I was seen promptly and referred to the Hospital without delay. 

            
I think you have a very able team. 

            They are always good. 

            Fab doctor 

            Dr. Chan always listens, is really kind and understanding. 

            Immediate appointment with Dr. Durkin as an emergency. 

            Dr. Durkin is very thorough. 

            

Very thorough and understanding and always tries their very best  
to help. 



            

Dr. Clarkson was very thorough when I saw him with kidney  
infection. He was such a help. 

            

When Dr. Chan understood there was a real problem and did not 
fob me off with Ibuprofen. 

            Being calmed down away from and prescribed straight away. 

            

I am impressed with Dr. Mennie's "down to earth" approach.  
Dr. Mennie came out and visited my wife at short notice when she 
needed a call. 

            

Dr. Sissons has been very kind, strong and has been very  
professional at all times. A big thankyou. 

            Never had a bad experience 

            

Unsurpassed knowledge, attention to detail and genuine concern.  
Fab communication skills, every visit. (Dr. Ubhi) 

            All the doctors are good, specially Dr. Durkin 

            

I have been with Dr. Clarkson for 25 years and even though I have  
moved away from Charlton Kings, I wouldn't change GP for  
anything. 

            Kind and professional always 

            

Taking time to understand; ensuring that helper for elderly patient 
understands. 

            Diagnosed with prostate cancer 

            Doctor is always willing to listen 

            

Dr. Charlwood has helped me enormously through Post Natal 
depression. 

            

Caring not rushed, good at explaining, sometimes need to be  
persuaded to refer to specialist. 

            

Dr. Durkin is excellent. She has been incredibly kind and gone  
beyond the call of duty several times, offering excellent,  
professional medical advice in a compassionate and understanding 
way - thank you very much. 

            

Dr. Ubhi has been incredibly efficient and made things happen very 
quickly after the birth of my daughter. Test results, gynae referrals  
and necessary meds were sorted very quickly - thank you very  
much. 

            

Really speedy, thoughtful referral on two occasions when I was  
very worried and in pain. 

            

I felt like a person and not a patient or number, the doctor smiled  
and told me he would sort it out. 

            Prepared to listen 

Suggestions for 
improvement 

        

            
Very late - Had to wait a long time, but good when I saw the doctor. 

            

It is not easy to get a quick appointment it seems - with any of your 
doctors. In West Sussex, where I moved from, same or next day 
appointments were the norm. 



            

Get to know patients - before patient enters, have a very brief 
potted history to familiarise doctors with patients. 

            

Some doctors do not wish to intervene in care plans and this can  
be frustrating in a percieved emergency. 

            Cannot improve 

            Would appreciate more complete examinations sometimes 

            Emphasise listening and providing opportunity to ask questions.  

            

You have to be nearly dead before you can get an appt. My  
husband's surgery St Georges always manages to give an actual  
appt on the same day.  

            

Possible electronic call system - I notice the doctor has to come  
out to call you in. 

            Dr. Chan being more available 

            

Dr. Chan and Dr. Heywood were excellent and approachable,  
some others less friendly and looked bored 

            More time with patient 

            
More time with patients. I don't come often, but when I do,  
I don't feel relaxed, I feel rushed.  

            Be more thorough, listen and ask questions 

            

Difficult to see my GP (Dr Chan) Although he often rings me to  
arrange my appointments which I really appreciate.  

            
Some doctors are more approachable/kind than others.  

            Doctor I usually see runs average 45 minutes late.  

     
  As so many and changing continuously, can be difficult.  

     
  

More out of hours appts at the surgery. Can't always get the doctor  
you want quickly. 

     
  

I know we're only allowed a short time for our consultations, but  
I do hate being kept waiting. Would it be easier if we were first  
come first served, if 2 or 3 patients were given the same time? 

     
  More availability of appointments with GP 

     
  More time to discuss issues 

     
  Give them all the support they need. 

     
  Records matching up to current health. 

     
  More regular doctors as mine is always changing. 

     
  Some doctors more approachable than others. 

     
  Quick referral to hospital for cancer. 

     
  

There is no consistency in who you see. Range of experience  
depends on which doctor you get. Tend not to get a choice of  
who you see. 

     
  

Appointment waiting time occasionally long, not sure how to 
improve though 

     
  Cannot think of any - care is absolutely excellent 

     
  Varying levels of people skills/communication skills. Good today. 

     
  Keep appointments on time 

     
  

I do not like my full name being called out in the waiting area - can  
it be avoided? 

     
  Less rushed and a little less clinics. 

     
    

 



Practice Procedures 

              
Give us an example of  
where it works well   Appointments are available at short notice 

            Dr. Durkin was quick in making a referral I requested. 

            Computer to book in saves queuing 

            Friendly and approachable. 

            Happily have never had anything go wrong. 

            

Copies of doctors’ letters being sent to patient, so there is  
transparent communication between all parties. 

            Repeat prescriptions 

            Appointments good - experienced doctors 

            
Recently joined and within a short time received confirmation 

            

Telephone service has improved and staff are less challenging.  
Keep it going. 

            

Hospital appointment - have been quick to receive  
acknowledgements 

            Less phone waiting time, and text reminders 

            You can always get an appointment when you need one 

            Face to face contact with staff 

            Online appointments very helpful 

            Patients not aware of any problems behind the scene 

            When there is quick attention 

            

Very good, when appointment is needed urgently you will be able  
to get one. 

            Prescriptions are usually correct and on time 

            Booking in automatically 

            The administration of drugs 

            Open evenings, weekends would be good.  

            Baby's files are always complete for doctors.  

            

When the asthma nurse was ill I was rung to arrange to see a  
doctor.  

            Phone service works well. Reception works well.  

            Never have to wait long for appointments 

            The new computerised system works well 

            
Reminder letters for forthcoming health sessions, i.e. diabetic  
checks 

            Always prompt response.  

            Transferred to this surgery with minimum fuss.  

            

If you need an appt and willing to see any doctor you can normally  
get one.  

            Very quick at processing repeats.  

            The telephone system works well.  

            Check-in very quick and easy.  

            Excellent appointment system.  



            

Nurses gave me flu jab when they could see I was booked for  
one later that week (visiting asthma clinic) 

            

I usually get appointments with nurse & doctor when I ask for  
specific days. 

            Given appointment that was convenient to me. 

            Better than excellent if that’s possible 

            Internet 

            Always able to get an appointment when needed, very helpful. 

            Arrangements of appointments and prescriptions 

            You called me in several times for checks 

            Registration at doctors was organised and straight-forward 

            Has "Hands on" Manager she gives good support to staff. 

            Face to face works well. 

            Good answering of phone 

            

Messages from doctors always clear and appointment offered if  
needed. 

            Change of address 

            Repeat prescriptions 

            Timely test results 

            Repeat prescription process is efficient 

            

Giving appointments - I am very impressed that I can usually get  
an appointment on the same day for my children etc. 

            Computers seem to be up to date and efficient 

            

Good triage to arrange appointment with appropriate urgency,  
according to need. 

            Not really aware of how admin works - so guess it's good. 

            Prescriptions and good relationship with Badhams 

            Reception is very good 

            

Never had problems with finding my details, checking in via  
computer, no queuing 

            Never had any problems 

What improvements can we make     

 
    Ability to make appointments over the phone. 

            Ensure copies of letters are sent to patients. 

            

I would like to be able to book an appointment more than 3  
weeks in advance, in case I forget, if I have to ring back in a weeks  
time. 

            Repeat prescriptions. 

            

Could you offer a specific allergy clinic, management of chronic  
skin problems. 

            

Medication ordered should be dealt with more efficiently. Sixways  
has poor reputation with chemists. Order should be taken over the 
phone and be more accessible. 



            None 

            Change to local phone number 

            

Make nurse appointments available online, and improve  
accessibility 

            Just occasionally prescriptions are incorrect/missing 

            Access to medical records easier/advertised 

            
Make improvements. Why do you have to wait for a time for the  
doctors to sign scripts.  

     
  

I feel the phone system currently is over lengthy and expensive.   
I am glad you are moving to a 01242 landline number.  

     
  More doctors to spend quality time where necessary. 

     
  

The present telephone system is very expensive as it takes so long  
to get through.  I understand the above is changing soon.  

     
  

Inform patients and remind them to check in on the computer as  
one assumes if you have spoken to a receptionist that you are  
checked in! 

     
  

Ensure all details transferred - my dosage hadn't been sent across,  
or my allergies.  

     
  

Can be difficult to make an appt at times. It should not be  
necessary to discuss condition with reception staff. 

     
  

Always a rush Feb and March to have routine tests these could  
be spread out over the year.  

     
  More appointment slots - as not urgent, but not a 1 week wait. 

     
  More staff 

     
  Open all over lunchtime. 

     
  The automated phone 

     
  

Please change your system for booking an appointment. If  
someone rings or calls in to make an appointment do not send  
them away or tell them to ring again as your system cannot make 
 the appointment. People should not be asked to ring again on a  
Monday morning to try and get an appointment, having already  
phoned. 

     
  Blood test results need to be confirmed not just held. 

     
  Online service not good, often not on. 

     
  Improve wait time for appointments 

     
  Should be able to ring up for repeat prescriptions 

     
  Text message reminders are very useful, you could try this. 

     
  Judgements 

     
  Reduced waiting times 

     
  

Email to all patients about practice changes. Unless you are a  
regular visitor to the practice you do not know about- telephone 
no. changes, online booking changes. 

     
  Please try not to lose forms/documents. 

     
  

 Sometimes it is not made clear about how/when I should get test 
results. Sometimes by post, sometimes I need to ring. 



     
  

Difficult to make appointments sometimes due to lack of slots  
available. 

     
  Making appointments - can be intimidating and off-putting 

     
  Improve your reception process (appointment system) 

     
  More phone lines for appointments 

     
    

 

 

Practice Environment 

              
What do you find most appealing     Modern purpose built building with readily available car parking. 

            Local free parking, easy access 

            Modern reception desk 

            Children's paintings are nice. 

 
    Separate waiting areas. 

            Clean, spacious, quiet - no silly music or TV promotions. 

            Plants 

            Large, light and airy waiting room 

            Friendly staff and doctors 

            Things to read, and quick and easy access. 

            The reception staff 

            Location 

            Fairly spacious, not to cramped 

            Free car parking; it's a lovely rarity these days.  

            Reception area 

            Informative waiting room.  

            
It's clean everywhere.  It's friendly. Waiting area is convenient. 

            The friendliness and the community feel of the surgery.  

            Smiley receptionists.  

            Pleasant surroundings 

            The waiting room is clean and tidy and quiet.  

            Warm environment and not clinical.  

            Touch screen to check in.  

            Carpet, plants, comfortable seats, children's drawings.  

            Warm lighting in reception area.  

            Doctors rooms spacious.  

            The people 

            The reception 

            Children's artwork - nice change from rows of leaflets 

            No tannoy etc 

            Car parking is easy and pharmacy close by 

            Bright, warm and pleasant 

            The artwork on the walls by local schools 

            I like the wall displays - colourful & informative 

            Functional 

            Position 



            The décor and size are excellent and one has a feeling of space. 

            Bright and welcoming 

            Reception area 

            Nice, large waiting area. Automatic check-in. 

            Posters 

            No music 

            Nice big waiting room 

            Functional 

            

Looking at the piece of garden while having my blood taken, nice 
to see a bit of green. 

            Light and warm 

            

Reception area is separate from waiting area; I think this is good  
as needs to be private area. 

            
There are always helpful posters and information for you to read. 

            Caring service 

            Clean etc 

            Quiet atmosphere in waiting room, easy parking. 

            Spaciousness 

            Magazines, childrens' paintings, info on the walls in waiting room. 

            

Most recently some pictures have been put up from a local school  
which adds some personality and colour. 

            Light and airy 

            Reception 

What would you like to change     

 
      The lighting in the waiting area. 

            Add toys for children to play with (wait times can be long) 

            

Freshen up the paint as it is quite a depressing feeling in the  
building. 

            Dull - perhaps brighter walls! 

            Some more fresh air in waiting room. 

            

Mould on windows. Make sure hand sanitizer in reception has  
stuff in it. 

            Chairs at the back - just plastic 
            Decor 

            

You walk in and receptionists are behind a barricade - it would be  
nice to see a face. 

            Very outdated 
            Could you change the childrens books more often 
            More chairs to be available, and change layout. 
            More books for children 
            Nothing 
            Improvement in toilet facilities 
            More inviting/stimulating waiting area (children's play area) 
            More plants and maybe an aquarium 

            Lots of information available, but not sure how easy it is to access 

            Bit smelly sometimes - might be patients! 



            Décor a bit outdated. 

            Reception can get crowded, but not worth changing 

            Waiting room furniture & information screen 

            Too many notices on boards 

            All looks fairly dated but clean. 

            

Re decorated waiting area, new carpets; this would make a big 
difference.  

            

All of the waiting room.  Refresh changing room - it's been years.  
Remove posts - have pictures, useful literature, seating around  
tables? Loose hard plastic, lighting, colour change, area for  
mums/dads and children with a few things to amuse (but quiet 
things!) 

            Could do with a refram 

            Area for children 

            The décor could be updated, and more heating on occasions 

            Décor very drab 

            

I think the waiting room could be nicer, and some of the doctors  
rooms could do with upgrading 

            A bit bleak 

            

The chairs in the reception area are much too low (apart from the  
few high leg chairs) 

            

Put the doctors names over the door from which you enter. More 
comfortable chairs  

            A bit more ventilation in hot weather.  

     
  Brighter waiting room and windows opened for fresh air.  

     
  Dark and dingy - not enough chairs at times.  

     
  Could do with a coat of paint in waiting room.  

     
  Waiting room is old fashioned and somewhat uncomfortable.  

     
  Needs modernising.  

     
  Internal decoration 

     
  Update the waiting area 

     
  Waiting room lacks natural light at one end. 

     
  

I would change layout -reception area too small. I would put more  
chairs in "main" waiting area, but put desk/reception in small 
waiting area, have one desk for doctor's appointments and one  
desk for nurse's appointments. 

     
  Telephone system 

     
  Waiting room feels depressing, more colour and background music 

     
  Too many leaflets on the walls, confusion needs clarity. 

     
  Change phone system 

     
  More current range of magazines 

     
  Very drab waiting room 

     
  Waiting area not large enough at times. 

     
  Doctors need to shout louder as people can't hear them. 

     
  

When face to face the majority of patients are deaf - I would like  
the receptionists to be sat at a higher level. 

     
  

The chairs in the smaller part of the waiting room (these brown  
ones) are rather uncomfortable. 

     
  Noticeboards are over cluttered. 



     
  Some music would be nice 

     
  

The waiting room feels a little dreary for some reason! Reception  
area is cramped when people are waiting for the receptionist. 

     
  Waiting room updated 

     
  New lights and décor 

     
  

Waiting room needs facelift, new chairs and a lick of paint. Very  
dated, make it look fresher. 

     
  

More comfy chairs in the waiting room - too many hard plastic  
chairs as you walk in. 

     
  Have a weighing scale for while you are waiting. 

     
  Bit cramped. 

     
  Needs a new coat of paint 

     
  Needs a wee coat of paint 

     
  Waiting area not too noisy; consulting rooms very private 

     
  

When my children were younger, no facilities to entertain them  
(e.g. toy corner) 

     
  

More air circulation in the waiting room. It can feel germ ridden  
and stuffy. 

     
  The waiting room is gloomy, poorly lit, poorly ventilated. 

     
  Waiting room is poorly decorated 

     
  Looking very tired 

     
  Larger reception area 

     
  

Waiting room has no personality or charm. Nothing to make you  
smile 

     
  Tired needs brightening up, even the school pictures are old now! 

     
  More toys for kids in waiting room. 

     
  Waiting room appears dated - Lighting harsh 

     
    

 

 

Patient Services 

              
Which do you most 
appreciate       Don't really use. 

            

Being able to book appointments online and request repeat 
prescriptions. 

            The online service 

            

I like the electronic check-in, and notification of where you are in  
the telephone queue. 

            That you've changed from 08 number. 

            

There are always leaflets available, and good use of displays in  
waiting room. No experience of online services. 

            Availability of information and leaflets. 

            Very good service 

            Online appointments 

            

Online appointments, would like this expanded to include  
information as well. 



            Leaflets and info on the walls 

            The online services and information 

            Information leaflets 

            Online repeat prescribing 

            Leaflets 

            Online services 

            Info leaflets 

            Booklets 

            Have had no use of patient services - I am not online.  

            

Being able to see the same doctor, as far as possible, and build  
up a relationship.  

            All works well.  

            Being able to book appts online.  

            

Information sheets are excellent if you have a problem and  
need help and tips to cope with it.  

            Information leaflets and posters.  

            Check in system.  

            Online services 

            Have not used them 

            Flexibility of receptionists 

            Lots of posters and information 

            Internet booking and prescription ordering. 

            Information leaflets 

            I'm not I.T - ok 

            The efficiency and professionalism 

            Online repeat prescribing 

            Leaflets and online services 

            Online appointment booking 

            Not really sure as not been with surgery long, but I'm sure all fine. 

            We like online prescription re-ordering 

            
Ability to order repeat prescriptions. Make appointments and  
choose time slot to suit. 

            

I find it easier to ring for appointments, but the online service is  
very good for repeat prescriptions. 

            Online services 

            Friendly service 

            Online services making appointments/repeat prescriptions 

            Personal calls from my practitioner 

            The ability to make my own appointment online 

            Leaflets/booklets to prompt interest in health issues. 

            

If I hadn't lost my password to make appointments online this  
would be the thing I find most useful. 

            Availability of info if needed 

 
 
 
 
     



What if any changes would you like to see 

 
  A Saturday morning surgery for people who go to work. 

            

Ability to email requests for letters etc. E.g. letter of appeal to  
delay exams due to health. 

            Better use of the waiting room walls 

            Phone access for advice 

            The online appts often don't work before 8.30am 

            More info online, and how do we get online? 

            Not too aware of them 

            More up-to-date magazines 

            

Found the website difficult to find.  Some practices seem to direct  
you to them without having to search. 

            
For the ones aimed at teenagers they should be easier to  
understand 

            

If possible it would be good to have 1 or 2 doctors on duty in the 
afternoon instead of at 5.30 

     
  

Have only tried booking on line twice, but both times system was  
not up and I had to ring.  

     
  Change telephone number from 0844 to 01 + 02 + 03 + 0800 

     
  Difficult when change over for Px - no advance warning.  

     
  Lunchtime opening 

     
  

Current telephone system for booking appointments is expensive, 
difficult to get through quickly and reflects badly on the practice  
"a licence to print money" 

     
  Have failed to get into the system on 3 occasions 

     
  Use a local rate telephone number 

     
  

Online services poor - would like ability to order prescriptions  
online. 

     
  

Ask for email addresses. Update patients on health issues in  
local/wider area. Healthy recipes, vaccinations for holidays. 

     
  Less confusion! 

     
  Map on website - no idea at first how to get here  

     
  

Cannot access repeat prescriptions although my husband can  
(same computer) 

     
  

Emails to inform patients of improvements to services - e.g.  
online facilities 

     
    

 

 

Additional Feedback 

              
 

      

Maybe electronic boards in reception areas to save doctor time  
caused by need to call patients. Clearer signage of Doctor's room  
so that patients can go directly to consulting rooms when called  
on an electronic screen. 



            

V. limited involvement with you, but it all seems to work ok.  
Making contact by phone is only issue. 

            Very professional quality service. 

            

The only difficulty I experience is getting an appointment within  
a few days. OK for getting emergency on the day & OK if happy to  
wait 2-3 weeks, but not much in between. 

            Thankyou for looking after us well when needed. 

            

The service provided at Sixways is excellent. When I listen to other  
people talk about their practice I am delighted that I am where I  
am. Thank you. 

            

Hand sanitation gel by the Check In screen would be nice to  
decrease chances of cross infection. 

            Good. 

            

Return of Triage nurse should allow "same day" appointments to  
be managed more effectively - better access to consistent 1 or 2  
doctors for chronic ailment maintenance (as less pressure on  
doctor appointments) - but also less long waits in waiting room for  
"sit & wait" appointments (not a great experience to sit in waiting  
room, chock full of coughing, spluttering people for an hour).  
Don't want to come out more ill than went in! 

     
  Please get a local telephone number. 

 

     
  

Could repeat prescriptions be done on internet. Request – Doctor 
-Chemist 

     
  

Results of blood tests should be available by phone, as they are in  
other surgeries. 

     
  I have no complaints about Sixways surgery 

     
  

The Whitefriars car park should be made available for spaces for  
health centre and chemist. 

     
  

The reception staff can be helpful, but they could become more  
appealing by smiling more. They always find a slot and are  
generally very helpful. 

     
  Ok now has Cheltenham phone number again. 

     
  

I have always felt the surgery as a whole is ran very well.  
Throughout the years my family and I have been with the practice  
I have always been very happy. It's also good to have a local  
phone  
number again. 

     
  

Good to see you will be using a 01242 number - hope this will  
make calling much easier. 

     
  

I have been coming here for 31 years; overall it is heaps better  
than in the 1990's. Service is a lot better. 

     
  

The care and kindness that has been given to myself and family  
over the years has been excellent by all the doctors and nurses at  
the clinic 

     
  

I think such forms should be anonymous. Parking is often difficult  
so if more spaces were available it would be very helpful, but I  
appreciate this might be difficult 

     
  

I am new to the practice so can't really comment on much at this  
stage. 

     
  Happy with the service of Sixways Clinic and the NHS in general 



     
  

I have always felt the surgery provides a good service, and the 
staff/doctors/nurses are polite 

     
  

Only joined the practice in 2012, but have found everything to be 
 efficient. Have always been able to get a suitable appt and have  
used online booking as well. 

     
  

My husband and I are new to the surgery and therefore I cannot  
give a fuller picture, but the running of the surgery is very good.  
I think however, that some childrens books could be put on the  
centre table as there are only a few in surgery. 

     
  

Generally I find attending surgery/hospital very nerve racking and  
since a smile or friendly welcome makes a huge difference. 

     
  

Generally, I very much appreciate the ability to make an achieve 
appointments when required. Lots of good doctors too.  

     
  

How about having Cobalt charity cards for patients. Painswick  
Surgery gets on really well with them, and Bourton too.  

     
  Never had a bad visit or experience, always looked after. 

     
  

I don't mind which GP I see so have always been given an appt  
within a day or two of telephoning and quite often on the same  
day. This is something I appreciate.  

     
  

Pleased phone number is changing. Calls will now be free for me.  
 

     
  

I don't feel I should have to give my name and address - this is  
a personal matter and I feel it should remain anonymous.  

     
  

I had a sit and wait appt and was impressed at how quickly I was  
seen.  

     
  Happy with the service I receive.  

     
  

Confusing appt system - sometimes told to ring in Tues am.  Very 
 difficult to make an appointment for say 4 weeks time – 
 receptionists make it very hard.  

     
  

Great experience on this occasion from reception, nurse and  
doctor.  

     
  Generally satisfied with the surgery 

     
  Receptionists are both helpful and friendly 

     
  Staff & doctors are most helpful & sympathetic 

     
  More phone lines required 

     
  

I am very fortunate to have the care of such an excellent medical  
team. This includes the staff at the front desk and management  
who are extremely helpful at all times. 

     
  Excellent service. No complaint at all. 

     
  

I've only been to the doctors 3 times and so can't give thorough  
feedback. 

     
  

I feel that the practice at sixway clinic is the best in everything  
they do  

     
  Always had prompt appointments 

     
  I am very happy with my doctor and all the staff and nurses. 



     
  

Having moved from Overton Park Surgery a few years ago. I am  
always astounded by how well this service is run in comparison.  
All staff - from reception through to doctors seem more content  
and happy here. 

     
  Don't try too hard to fix things - it's not broken! Well done. 

     
  Keep up the good work! 

     
  Everything is good in terms of visit experience 

     
  I am quite happy with all aspects of this clinic and its staff. 

     
  Like the online options - appts etc. 

     
  

The practice is very efficient and always very clean and tidy.  
I realise that the role of reception is to ensure the smooth running  
of the practice, but a greater emphasis on clients needs would  
go far. 

     
  

The telephone service. Unable to make appointments without  
many calls and long waits. 

     
  

Living in Andoversford and with mobility problems I would like to  
be offered appointment there. 

     
  Overall I am very happy with all services that I am involved with. 

     
  Have no complaints, usually works well. 

     
  This is an excellent service. 

     
  Limited parking 

     
  So far I'm very happy. Thankyou 

     
  No complaints. Thank you for all help. 

     
  

My warfarin checks due to strong antibiotics mine has been very  
erratic, and a great deal of trouble is being taken to get it right. 

     
  

I only hope and pray that I have not got to visit as much as I have  
over the last three years. Thank you 

     
  

Always helpful, my problems some too difficult. A very good  
service at all times. 

     
  

It is good to have the number being changed to 01242 from cost  
point of view when phoning the surgery. However, with the  
previous system you did seem to get through more quickly & be  
part of a queue rather than having to keep phoning. But generally  
I have used the practice since 1976 and have no complaints at all. 

     
  

Had problems with the telephone appointments system could not  
get through. Tried 3 different days and 3 different times. Was  
ringing but no one answered. 

     
  

Is much better now than a couple of years ago. Mainly better  
reception, quicker phone answering and appointments. Doctors  
always excellent. 

     
  

For sit & wait appointments, please indicate a realistic wait time – 
 If there are 6 patients before you then tell us to come later. 

     
  

Thank you all for making my life a little easier over the last couple  
of years. You have all shown professionalism, kindness and  
patience. 

     
  

I am very happy with the excellent care and attention from the  
nurses and doctors at Sixways 



     
  

I will sing "Sixways" praises to all my friends and colleagues. Much 
improvement on my last GP experiences 

     
  

I am very happy with this surgery and have to use it regularly.  
Well done. 

     
  

The practice lost my husband's details recently and he had to  
re-register. They had the wrong address down for him. 

     
  Thank you for the opportunity to give feedback 

     
  Appointments with nurse to be online. 

     
  

Being fortunate to be generally in good health, my experience of  
all the above are limited. However, my little time here is usually  
fine. 

     
  

A lack of empathy by some of the doctors makes reluctant to  
come in. To be honest if it weren't for the convenience of the 
 practice I would look elsewhere. 

     
  Fantastic surgery, friendly receptionists and great doctors 

     
    

 

 

 



Annex “C”  -  Graph/Chart of survey results 

 

 

 

 

Poor 
1% 

 
Needs 

Improvement 
5% 

 
Good 
52% 

 
Excellent  

42% 

Reception Service 

Poor 
1% 

Needs 
Improvement 

0% 

Good 
37% 

Excellent 
62% 

Nurse Services 

Poor 
0% 

Needs 
Improvement 

2% 

Good 
41% 

Excellent 
57% 

Doctor Service 



Annex “C” continued… 
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Annex “D” Action Plan resulting from patient questionnaire survey 2012/13 

Area to be looked at By Whom What we will do By When Reviewed 

Appointments (difficulty in 
getting appointments in the 
future) 

Reception, Practice 
Manager and Finance 
Manager, Partners, & 
Patient Group. 

Re-Audit of the Access Survey to 
see if changes made recently have 
improved the situation. 

 End of September 
2013 

 

Comfort and décor of waiting 
area 

Partners, Practice 
Manager and Finance 
Manager, & Patient 
Group 

Costings for re-decoration of 
waiting area, create rolling re-
furbishment plan. 

 End of August 
2013 

 

Online Booking & Prescription 
Requests 

Receptionists, Doctors, 
Nurses. 

Promote online services through 
posters, face to face at the 
reception, over the telephone, in 
consultations. 

 End of June 2013  

Customer Service Training Receptionists, Practice 
Manager and Finance 
Manager, & Patient 
Group 

Continue to train our staff in 
customer service and conflict 
resolution. 

Beginning of 
January 2014 

 

 

 

 



Annex “E” Action Plan resulting from “Primary Care Foundation Access Survey” 2012/13 

Action required By whom 

(Lead responsibility) 

When 

(deadline date) 

Comments Completed Date 

Re-structure of Reception staff and 

hours worked. 

 

Nikki Hall & Jackie 

Martin 

15th December 2012 To align with peak times of patient 

contact. Staff meetings to be 

arranged on 16th November and 

23rd November 2012. 

23rd November 2012 

Implemented:15/12/12 

Review in 6mths. 

 

Lessen same day appointments in 

order to create more pre-bookable 

ones. To be completed for all 

appointment rotas. 

Change the name of “Morning Extras” 

to “Same Day Appts”. 

Jackie Martin & Nikki 

Hall 

January 2013 To try and help with continuity of 

care. 

To reduce different types of 

appointments available, and thus 

simplify the system. 

December 20th 2012 

Review in 6mths 

Extend length of time patients can 

book ahead from 4wks to 5wks 

To be completed for all appointment 

rotas.  

Jackie Martin January 2013 To ensure it is as easy as possible 

for patients to make advance 

appointments. 

 

January 7th 2013 

Review in 6mths 

New phone system – less options to 

choose from and therefore easier for 

patients to navigate successfully. 

 

Nikki Hall & Jackie 

Martin 

30th April 2013 To reduce cost to patients phoning 

the surgery, and to go through to 

correct extension more easily. 

Contact to be maintained with 

both suppliers throughout the 

changeover period.  Oct 2012 – 

April 2013. 

February 2013 

Review in 4mths 

Action Plan review in 9 months time. Nikki Hall & Dr Sissons July 2013 To be diarised.  



94% 
Of all patient ratings about this practice were 

good or excellent. 
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