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Roundwell Medical Centre

Patient Questionnaire results

The last doctor I saw was: 

	Dr Thomas
	1

	Dr Mortlock
	3

	Dr Rogers
	

	Dr Cherry
	2

	Dr Dooldeniya
	3

	Dr Varghese
	

	Dr Walsh
	

	Dr Moosvi
	

	Dr Bowry
	

	Dr Francis
	

	None of names listed (?locum)
	7


How many times in the past 12 months have you seen a doctor from your practice: 
	1) None
	2) once or twice
	3) 3 or 4 times
	4)5 or 6 times
	5) 7 or more

	3
	7
	3
	1
	1


How do you rate the way you are treated by receptionists at your practice?: 
	1) Very poor
	2) Poor
	3) Fair
	4)Good
	5)very good
	6)Excellent

	1
	2
	3
	4
	3
	2


How do you rate the hours that your practice is open for for appointments?: 
	1) Very poor
	2) Poor
	3) Fair
	4)Good
	5)very good
	6)Excellent

	2
	
	4
	4
	2
	2


What additional hours would you like the practice to be open? (please select all that apply): 
	Not answered question
	Early mornings
	Lunch times
	Evenings
	Weekends
	5) None I am satisfied

	
	
	
	6
	7
	2


Thinking of times when you want to see a particular doctor
How quickly do you usually get to see that doctor?: 
	Not answered question
	1)same day
	2)next working day
	3)within 2 working days
	4)within 3 working days
	5)within 4 working days
	6)5 or more working days
	7) N/A

	1
	2
	
	1
	1
	1
	4
	5


How do you rate this?: 

	Not answered question
	Very poor
	Poor
	Fair
	Good
	Very good
	 Excellent
	7) N/A

	1
	4
	4
	3
	
	
	2
	1


Thinking of times when you are willing to see any doctor: 
How quickly do you usually get seen?: 

	Not answered question
	Same  day
	Next working day
	Within 2 working days
	Within 3 working days
	Within 4 working days
	5 or more working days
	n/a

	1
	5
	3
	1
	1
	1
	1
	2


How do you rate this?: 
	Not answered question
	Very poor
	Poor
	Fair
	Good
	Very good
	 Excellent
	n/a

	1
	2
	5
	2
	1
	1
	3
	


If you need to see a GP urgently, can you normally get seen on the same day?: 
	Yes
	No
	don’t know never need to

	7
	3
	5


How long do you usually have to wait at the practice for your consultations to begin?: 

	Not answered question
	5 mins or less
	6 to 10 mins
	11 to 20 mins
	21 to 30 mins
	>30 mins

	1
	
	7
	5
	1
	1


How do you rate this?: 
	Not answered question
	Very poor
	Poor
	Fair
	Good
	Very good
	 Excellent

	1
	
	3
	4
	5
	1
	1


Thinking of times you have phoned the practice, how do you rate the following: --

Ability to get through to the practice on the phone?: 

	Not answered question
	Very poor
	Poor
	Fair
	Good
	Very good
	 Excellent
	Don’t know never tried

	
	5
	4
	2
	1
	1
	1
	1


Ability to speak to a doctor on the phone when you have a question or need medical advice?: 

	Not answered question
	Very poor
	Poor
	Fair
	Good
	Very good
	 Excellent
	Don’t know never tried

	
	2
	3
	2
	
	2
	2
	4


This question asks about your usual doctor. 

If you don't have a 'usual doctor', answer about the one doctor at your practice who you know best: --

In general, how often do you see your usual doctor: 

	Not answered question
	Always
	Almost always
	A lot of the time
	some of the time
	Almost never
	never

	4
	1
	
	
	4
	5
	1


How do you rate this?: 

	Not answered question
	Very poor
	Poor
	Fair
	Good
	Very good
	 excellent

	5
	1
	3
	2
	1
	2
	1


Thinking about your most recent consultation with the doctor, how do you rate the following: --

How thoroughly the doctor asked about your symptoms and how your feeling?: 

	Not answered question
	Very poor
	Poor
	Fair
	Good
	Very good
	 Excellent
	Does not apply

	2
	
	1
	1
	2
	4
	3
	2


How well the doctor <strong>listened</strong> to what you had to say?:
	Not answered question
	Very poor
	Poor
	Fair
	Good
	Very good
	 Excellent
	Does not apply

	2
	
	1
	2
	2
	3
	3
	2


How well the doctor put you at ease during your physical examination?: 

	Not answered question
	Very poor
	Poor
	Fair
	Good
	Very good
	 Excellent
	Does not apply

	2
	
	2
	1
	2
	1
	4
	3


How much the doctor involved you in decisions about your care?: 

	Not answered question
	Very poor
	Poor
	Fair
	Good
	Very good
	 Excellent
	Does not apply

	3
	1
	1
	2
	1
	2
	3
	2


How well the doctor explained your problems or any treatment that you need?: 

	Not answered question
	Very poor
	Poor
	Fair
	Good
	Very good
	 Excellent
	Does not apply

	1
	1
	2
	1
	2
	2
	3
	2


The amount of time your doctor spent with you?: 

	Not answered question
	Very poor
	Poor
	Fair
	Good
	Very good
	 Excellent
	Does not apply

	2
	
	1
	
	5
	2
	3
	2


The doctor's patience with your questions or worries?: 

	Not answered question
	Very poor
	Poor
	Fair
	Good
	Very good
	 Excellent
	Does not apply

	3
	1
	1
	
	4
	3
	3
	1


The doctor's caring and concern for you?: 

	Not answered question
	Very poor
	Poor
	Fair
	Good
	Very good
	 Excellent
	Does not apply

	3
	
	1
	
	5
	2
	2
	2


After seeing the doctor today or at your last consultation do you feel...: --

able to understand your problems(s) or illness?: 

	Not answered question
	1) Much more than before the visit 
	A little more than before the visit
	Same or less than before the visit
	Does not apply

	1
	2
	4
	5
	3


Able to cope with your problems or illness
	Not answered question
	1) Much more than before the visit 
	A little more than before the visit
	Same or less than before the visit
	Does not apply

	1
	3
	3
	5
	3


Able to keep healthy

	Not answered question
	1) Much more than before the visit 
	A little more than before the visit
	Same or less than before the visit
	Does not apply

	1
	2
	2
	4
	5


Finally, it will help us to understand your answers if you could tell us a little about yourself: --

	Male
	Female

	7
	8


Age
	<18
	19-25
	26-30
	31-39
	40-49

	
	1
	3
	
	4

	50-59
	60-69
	70-79
	80-89
	90+

	2
	2
	2
	
	


Do you have any long standing illness, disability or infirmity? By long standing we mean anything that has troubled you over a period of time or that is likely to affect you over a period of time: 
	Yes
	No

	8
	7


Which ethnic group do you belong to?: 
	White
	13

	Other
Asian

Black
	


Accommodation: 
	Owner occupied mortgage
	10

	Rented
	2

	Other
School
	


Employment status

	Employed
Unemployed

Retired from paid work
Unable to work (sickness)
Looking after family at home

Other
	6
2
1
2
1


We are interested in any other comments you may have. Please write them here: --
Is there anything particularly good about your health care?
· I like the new building, seems more accesible and clean than the old one.
· I don’t have a problem with the quality of health care.
· Doctors are good.

· Receptionists always very informative and friendly.

· I am new to this practice and I am very impressed with the level of care, both from  the doctors and the reception staff that I have received.  On two occaisions I have been seen on the same day and all the staff were kind, polite, efficient and caring.  Well done.

· There has been concern over your new appointment model – my first experience of using it was good – the process worked fine to time, the return call was made as indicated and when a consultation was deemed necessary it was swiftly organised.  I can see why you need to make the changes and I hope this feedback assists you in monitoring their effect and beddding in.

· Experience of GPs is very good

Is there anything that could be improved?

· More availability of later day appointments

· Doctors actually reading through the notes before the telephone appointments, especially if not their patient.

· the most recent GP I have seen has been very vague about my symptoms and did not seem to know what was going on with me and giving me several different diagnoses.  When I spoke to a different doctor on the phone ( as mine was away) she had not looked at the notes at all and had no idea about my problem and started suggesting trying medications that I have already tried with no success, if she had spent a couple of minutes prior to my appointment then she would have known this and saved time on the conversation.

· I've only ever seen a doctor once as the appointment system is inconvenient for people who work full time. To see a doctor I have to book an entire day off work. This is ridiculous.
· Yes, phoning the surgery is an absolute nightmare, endless repeating of how important my call us without being answered nightmare, endless repeating of how important my call is without being answered, tedious music and when finally put through the software at the other end of the line is totally inflexible resulting in going back to the queue.

· Yes the appointment system.  the recent changes have it hard for me to get an appointment due to being held in a queue forever.  Unfortunately, people who have to work cannot sit on a phone waiting to get through.

· the appointment system needs to be changed so that we can book an appointment for the next day etc not wait for call backs which we sometimes cannot ake as being at work.  What was wrong with the old system at least we coudl see a doctor say later in the week.  The sooner you dump this new and useless system the better.  As for your patients it does not work.

· Make patient feel that they are important by allowing them to arrange a visit to the doctor without having to waste money making a telehone call first.

· Yes I feel very upset that some doctors at the clinic may not be as well informed about medications in pregnancy and as a nurse myself I certainly would not want a patient to suffer in pain.

· No, perfect service.

· I dread phoning up for an appointment as the receptionists are unhelpful and you are unable to make an immeidate appointment with the doctor.  With the new system it takes me 10 mins to get through and then I am refused an appointment until I am called back – when you are ill this is not helpful.  If the practice want to keep people on hold for so long perhaps you should consider reverting back to a local rate phone number rather than a 0844 which has such a high rate per minute.

· do not like the new system of having to explain my symptoms to a receptionist and then waiting for a phone call back from a doctor before making an appointment.

· difficult to obtain appointments for the phlebotomy service, had to wait 2 weeks, this is too long. GP expecting results back by then, not only just being taken.

Any other comments?
· I was promised a call from a doctor between 1.30 & 5.30.  The phone call did not come.  Why a doctor when they should be treating people not taking and making calls.  Surely that’s what a receptionist is employed to do.  I phoned because I have ahealth problem and would expect ot have been dealt with accordingly.  Also what has my ethnicity got to do with anything?  would it make a difference if I was from a minority group?  I am tototally disgusted with the treatment or lack of it that I have received from this practice.
· This new appointment system does not work for me, not to mention the cost of the call.

· allow patients wishing to visit a doctor to make a request by visiting the surgery especially when theylive close by instead of expecting them to make telephone calls or if that is not possible provide a freefone number.

· Just a big thank you to the team and Dr Cherry for their care in what was a very tight timescale for me.

· Receptionists could have been a bit more understanding when dealing with patients who are phoning up for appointments because we are ill.

· I also wish all doctors used the same system to call you in, some doctors come out to get you, others use the electronic systemm which if you are upstairs cannot be seen by the window, and often the reception desk upstairs is empty.  Consistency would be good.

· Receptionists answering telephone always seem a little confused or vague initially eg telephoneing for blood test appointment have to ask detailed questions before confirming yes it is all on the computer. ? lack of training on or confidence in practice database.

· alternative contact number as lots of local forums with large number of people complaining about costs to call 0844 numbers.
