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Summary of all comments received from the  Autumn 2013 Patient Survey

Total number of survey forms returned & analysed: 265

This document includes all of the many comments we received on the survey forms with
the exception of 3 potentially negative comments that identified individuals. These

comments will be used internally but we felt it was not appropriate or fair to identify
individuals in a public report.

Question 13:
Additional opening hours at the Practice:

Saturdays 15 requests
Evenings 20 requests
Lunch Times 5 requests
Weekends 4 requests
Other times 7 requests

Question 14:
Comments about making appointments:

Access / Telephone System 25 Comments
Website 5 Comments
Pre-bookable appointments 4 Comments
Positive comments 14 Comments
Negative comments 6 Comments
Miscellaneous comments 3 Comments

Question 18:
Comments about Clinical Care Patients received at the Practice:

Positive comments about clinical care and staff 12 Comments
Suggestions about Care and Services at the Practice 4 Comments
Negative comments received 6 Comments

Question 26:
Comments about Non - Clinical Care Patients received at the Practice:

Positive comments about non- clinical care and staff 2 Comments
Privacy and Confidentiality 5 Comments
Suggestions to improve facilities and Service at the Practice
Waiting Room - Temperature/Drinking water/Seats 6 Comments
Children's Facilities 3 Comments
TV/Magazines 5 Comments
Communication 3 Comments
Negative Comments 1 Comment
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Question 28:
Comments/suggestions for The Riverside Practice Website:

Not on the Internet unaware of website 6 Comments
Appointments 6 Comments
Prescriptions 3 Comments
General comments and suggestions 4 Comments
Other suggestions 2 Comments

Question 31:
Comments patients made if they would/wouldn’t recommend
the Practice to friends and family

Positive responses 135 Comments
Negative responses 8 Comments
Other responses 7 Comments
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Responses to Question 13: Additional days / times that the patients have
requested the Practice to be open:-

Saturdays

 Saturday mornings

 Saturday mornings

 Saturday mornings 9am till 1pm

 Saturday mornings, one late

evening

 Saturdays.

 Saturdays

 Saturdays.

 Every Saturday morning.

 Saturdays

 Saturday mornings.

 Saturdays

 Saturdays.

 Saturdays.

 Saturdays

 Saturdays.

Evenings

 Twice a week, 5-7 for workers

 Evenings (1 a month?)

 Would be nice to have an appointment after 6pm even if it is one night a week.

 Late nights

 later on weekdays would be nice

 Evenings

 Would be good to have at least 1 day a week late openings for those not working in

March.

 Evenings

 Could be open until 8pm.  (People working until 6pm)

 A late clinic once a week would be helpful for people who work out of the area (I work

in Cambridge)

 Late nights.

 Maybe late opening a couple of evenings a week.  Also able to make emergency

appointments in the afternoon, especially for children who cannot wait until the next

day.

 Would be good to have a late night opening.

 It would help if the Practice had a day or two open until 7.30pm - 8.00pm

 late evenings

 1 - 2 evenings.

 Evenings.
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 One late night a week would be a help.

 Evenings

Lunch Times

 Lunch times

 Not closing for lunch would be good.

 Over the lunch hour.

 During lunch hours.

 Lunch Break

Weekends

 Weekends for urgent problems or to allay worries.

 Weekends

 Saturdays, Sundays.

 Weekends would help.

Other

 Earlier afternoons.

 Either open a little earlier or a little later one or two days to allow employed people to

get in.

 Also able to make emergency appointments in the afternoon, especially for children

who cannot wait until the next day.

 Every day except weekends.

 Earlier starts and later finish.

 OK at present.

 N/A only issue is with working can only get appts really early or really late.
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Responses to Question 14: Comments patients have made about making
appointments

Access / Telephone System

 Having a telephone queuing system may be more acceptable than ringing 20 times

which I did this morning.

 It is time consuming to have to keep pressing re-dial for up to 30 minutes to get an

appointment.  As phoning on the day is the only way we have it is not the best

solution.

 Difficult to make a follow up appointment. Had to ring up for urgent appointment on

morning, appointment was required.

 I tried for 2 hours to ring but ended up having to walk up here to book the

appointment.

 Not always able to get a PM appointment with nurse or nurse practitioner.  At work

and unable to get in mornings.

 People working may have problems which I don't now have.

 I only want an appt when I am ill so it is important to see a Doctor on the day.

 To get an appointment for the same day between 8 am and 9am it takes many calls as

lines always busy.  Could you have more phones in use.

 At times it can be difficult to access by the telephone due to the switchboard being

busy.

 Difficult, if not impossible, to get through on the telephone.  Therefore cannot plan the

day.

 When asking for a Doctor’s appointment usually get asked if a Nurse would be

acceptable, if asking for a Doctor that is what you want.

 More people to answer the phone during the morning rush time.

 Must dial three to four times to get an answer via tel.

 More staff for calls

 Make more phone lines available first thing in the morning for same day

appointments.

 Need more telephone lines in the morning.

 It would be helpful to have a call queuing system to save having to continuously re-dial

at 8am (or shortly thereafter).

 Find it very hard to get through first thing in the morning.
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 As I understand it you can only make an appointment on the day unless it is a follow

up appointment and have been asked when ask for one if it is urgent for today if not

call back tomorrow and then get asked the same question the next day in that case

how would you ever get an appointment for a less urgent case?

 More staff to take calls.

 No save that I find it difficult to make appointments by telephone, especially in the

morning.  Phones constantly engaged.  Thus I attend in person.

 Hard to get through in the mornings on the phone

 Perhaps there could be more appointments to be booked for 1 to 2 weeks in advance.

 Saturday mornings.

 If telephoning late often unable to make an appointment, suggest ring next morning -

get through eventually (maybe takes 30 minutes) - all appointments gone - UGH !!

Website

 Often very limited choice or no dates within 2 weeks on website.

 There never seem to be many appointments bookable on the website.

 Not enough appointments available on line.

 The online system is a great idea but can actually be quite frustrating.  My previous

surgery had a much better model, just with the addition of a comments box.

 To make appointments more readily available on line.  To be able to book an

appointment for the next day or a few days in advance.

Pre-bookable appointments

 Have to have a B12 injection every three months when come to make an appointment
they have already been taken with Nurses as I work it would be better to book on line.

 It is impossible to make an appointment for a smear test.  There are no appointments
available for weeks and you are always told to call back next week/month.

 When Doctor asks you to make an appointment at reception for 2 to 3 months time,
this is not possible as the diary will not allow them to go that far.

 When the GP requests a blood test or appointment in three month’s time it would be
nice to be able to do so.  Instead you have to remember or write in a diary as self-
reminder.

Positive Comments

 All ok at present

 Always greeted well from the reception staff. Praise to go to them all.

 Very happy.
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 I find the receptionists helpful and have always been given an appointment when

needed.

 No very happy.

 Much improved in the last year - was very poor before - lines were always engaged.

 Given the pressure of work the staff are very kind and supportive.

 They are open a good time and start at a good time, if I need a special appointment I

would try book earlier.

 Reception Staff always helpful and brilliant.

 Pleasant and friendly staff.

 No problems with booking appointment.

 Happy in general.

 Very satisfied with arrangements.

 Everyone is very helpful.

Negative comments

 My recent experience is that although the receptionist wrote out an appointment slip

for me, she failed to book it on your computer system. I tried for 2 hours to ring but

ended up having to walk up here to book the appointment.

 I've only received disappointing experiences when trying to see my doctor over weeks

of waiting.  Never been offered to see another doctor even when urgent.  I was even

told to use the internet and still only 2 weeks ahead appointment - not impressed !

 Reception staff (not all) can be very rude.

 Receptionists make it more difficult than need be.

 I have found that for certain clinics if staff are off sick there is no one to cover the

treatment and I have not been offered to have this done elsewhere so therefore has

been two months since my last treatment and I have to keep ringing to see if I can get

an appointment.

 Sometimes ask too many questions as to what the appointment is for.

Miscellaneous comments

 Sometimes have to change because of shift work.
 To keep an open mind on possible tested improvements that improves

approachability.
 If I am unable to have a same day appointment for something relatively urgent, I

would go to Doddington Walk in Centre.
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Responses to question 18: Comments made about the clinical care they
received

Positive Comments received about clinical care and staff at Practice

 Been back in the UK for 18 months.  Spent half that time in Bourne and saw many

Doctors.  Dr Jakka is by far and away the VERY BEST GP I've seen.  Given me faith in the

NHS again.

 The Doctors and Nurses give very good care.

 All staff are amazing.

 I am glad I belong to this Practice.  I have no complaints really.  Thank you.

 The treatment was excellent

 As far as my needs - very good

 It is excellent

 Dr Jakka has been a brilliant Doctor to me and my sons and always pleasant.

 Very good.

 They are very good.

 First class

 I saw Dr Donovan on an emergency same day appointment, followed by seeing Nurse

Jackson, was here over an hour and felt very well looked after.

Suggestions about care/services

 Would be nice if a nurse was available to talk to about specific illnesses i.e. stroke.

 Have to have a yearly review.  It would be nice to get a reminder from the Doctors and

not having to remember myself.

 A late clinic once a week would be helpful for patients who work out of the area (I

work in Cambridge).

 I would like to have my prescriptions rationalised so that I order and collect the bulk of

them on one trip to the Pharmacy instead of several trips each month.

Negative comments received

 Always feel the Doctor is in a rush and never feel comfortable talking about more than

one problem.
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 Very hard for one nurse to get blood.  Left surgery before whole examination had

occurred, led to me driving back to the Surgery 5 mins later to finish up.

 Doctor tends to deal with problem their way rather than let you know the options

available.

 I was disappointed when Diabetic Blood Glucose Monitors were changed from the

very reliable sturdy Abbott Freestyle Light to the GlucoLab Monitor - I find the finger

pricking device fragile and the strips ill-fitting.
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Responses to Question 26: Comments received about non-clinical care the
patients received at the Practice.

Positive comments

 Generally I feel very supported with the care I receive.

 Very impressed with Practice especially Diane who has often gone over and above her

duties to help me.

Privacy/Confidentiality comments

 Better privacy at reception. Some reception too loud and put off - not comfortable

with discussing symptoms as no privacy.

 Not very keen on names being flashed up on "patient call board" in reception.

Confidentiality reasons only.

 I was talking recently about stool samples to receptionist and found this very

embarrassing.

 Everything spoken about including address and phone numbers is spoken loud enough

for everyone to hear as the queue post makes no difference to the sound travelling.

 I would like to see a different system for calling children.  Don't agree with their names

flashing on the wall, don’t think it is secure for children.

Comments received about and suggestions to improve Facilities/Service

 Waiting Room/Seating/temperature

 Waiting room should be open before Surgery opens.

 Drinking water, more seating.

 Fresh water and more seats.

 Upstairs waiting room in the summer is terrible, too hot, no air, poor seats.

 It can get very  hot.

 Premises usually very stuffy in the Winter - please turn down the thermostat.

 Upstairs waiting room too hot in the summer and no air.

 Children's facilities

 The waiting area is fine but as a mother of a young child I find it a little hard to keep

them entertained and quiet especially when I've waited 40 minutes over my

appointment to be seen and as for the beaded toy I looked at it today and most of the

beads were dirty looking.

 More things for children, colouring pics and crayons as children get bored.



Page 11 of 21

 A little box of easily cleanable toys would be appreciated even a little corner

specifically for children especially as waits can be more than half an hour.

 TV/Magazines

 Better magazines - not so old.

 Some magazines are dated 2005.

 Would like subtitles on TV.

 TV/Radio - not always suitable for ill people.

 Better programs on the TV

Communication

 Understand that appointments run late and am happy to wait. However, if running

very late it would be helpful if reception advised.

 the digital display is never programmed correctly and cuts of whole words

 I did not see notices for the flu jab.

 Negative comments

 Nearly always have to wait 30 minutes for an appt.  Got here today at 12 for 12o'clock

apt to find 3 people in front of me.  Now 12.20 and still waiting with a young child - not

easy.  Had to wait 40 minutes, very difficult.
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Responses to Q28: Comments/suggestions about The Practice Website

Not on internet/unaware of internet

 Sorry not seen the website.

 Not on the internet.

 Didn't have any information on your website address.

 Haven't used the website but will make a point of doing so.

 Did not know about it.

 Many sites not used so far.

Appointments

 More appointments available on line.

 I have tried 5 times to book an appointment on line with my Doctor but there are

never any to be had even when I go on as soon as they should be available.

 Update availability of appointments.

 Be able to make Nurses appointments for 3 monthly injections instead of having to

come and try and get one.

 Not enough appointments offered on the website.

 Not enough slots available.

 I'd like to book Dr/Nurse appointments online but there are either none or you have to

wait weeks.

Prescriptions

 I appreciate the convenience for repeat prescriptions as I am on long term medication.

 A box to write in.   I tried ordering a repeat prescription but as it didn't show up on the

dropdown I had to make an appointment for something very straight forward.

 I regret the recent change in the repeat prescription ordering "window" from 14 days

to 7 days.  This will mean I cannot use on-line ordering if I am away from home during

the 7 day "window".

General comments and suggestions

 Please do not change it.

 It’s OK.

 Some areas may need to be clearer or bigger text for people with reading difficulties

 Only just started using it.
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Responses to Question 29: Ways the Practice can improve the Patients Health
and Lifestyle in the future:

Waiting room/ Reception/Telephone System

 Receptionist dedicated to answering phone.  Receptionist dedicated to dealing with

face to face queries at busy times.

 To be able to call and be able to wait on the line till you are next in queue.

 Maybe queuing system on phone as it took 29 attempts to get through recently.

 Maybe a space for children to play.

Clinical/General Health

 Less reliance on conventional medication and looking at some very exciting and

effective more natural remedies.

 Perhaps arrange a patient led Diabetic Club to meet and discuss what has helped them

all or worsened their conditions.

 Small operations, Snips.

 Accessible nutritional information (eg leaflets, booklets), access to local

services/leisure centres.

 Free fruit as you leave.

Appointment Availability/waiting times

 More appointments on line as have to get time off work to come and see Doctor or

Nurse.

 Late appointments

 When the patient is called make to make an appointment why should a patient wait

two weeks to see a Doctor.

 Stop the delays in seeing a Doctor.  Make sure alternative doctors are offered.

 Waiting times especially those with children/babies.

Opening Hours

 Late clinic.

 Opening hours to suit workers.

 Longer/alternative opening hours.

 Evening/Saturday morning cover.
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 Being able to book appt ahead rather than trying to get through on the morning to try

to get an appt.

 By having a day when the Practice is open later to have more staff so you are able to

get more time with GP to understand your condition and for GP or Nurse to have

longer to do a full assessment of needs and to do referrals.

 Doctors appointments more readily available on line a few days ahead as when

working you need to book for your day off

Communication/Confidentiality

 Better information when doctors and/or nurses are running late

 Not having to say addresses and personal details out loud.

 Better information when doctors and/or nurses are running late

 Keeping us informed of changes and new activities going on.  One thing my husband

was not informed of was that Dr Kelt (his Doctor) had left the Practice.

 To be able to communicate with medical staff by email, e.g. to report progress

following treatment such as minor surgery or a change of medication.

 Text reminders.

 One suggestion would be a notice at reception about Doctors who are not happy to

prescribe emergency contraception. While the Doctor was very lovely and respectful,

it took a long time to see someone who could help.  Had their preference been

displayed it would have saved time and potential distress.

Prescriptions

 Reminders for repeat prescriptions (by email or text or call).  Same day repeat

prescriptions.

 Quicker repeat prescriptions.

 Positive Comments

 Think all is good

 Happy as I am

 Everything fine.

 Like charity stalls in reception

 Not experienced any problems.  Improvement from past 2 to 3 years.

 Friendly service.

 Everything is OK here.
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 Friendly staff.

 Quite happy as it is.

 Very satisfied with the Practice.

 I think most health and lifestyle issues are catered for.

 I have only lived in March 4 months so I am unable to comment yet as I have found the

Practice much better than my previous one in Skegness.

Other Suggestions

 Perhaps the question to ask yourselves "What's missing?"

 So far cut backs have not noticeably impacted on the surgery but I am concerned

about the future.  It would be useful to have Welfare Rights Surgery in the Surgery

possibly once per month.
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Responses to Question 31: Reasons Patients gave for recommending or not
recommending The Riverside Practice to Family or Friends.

Positive comments

 It is a very good practice I would recommend to anyone.

 Mostly getting appointments and the receptionists are not off-putting and mostly

helpful.

 Because I never have any problems.

 Overall very good.

 Having just arrived in the area I have been satisfied with all the staff that I have met to

date.

 I am always satisfied with the way I have been dealt with.

 My experience of all staff and voluntary  helpers at the Riverside Practice is that they

are all friendly, welcoming, efficient and caring and as helpful as the NHS system

allows.  With easy access to many varied superb teams and treatments.

 We have always been reasonably satisfied.

 We are always satisfied with the friendliness and helpfulness of everybody involved

with this medical practice.

 I think Riverside is the best Practice in March.

 I feel that I am getting the care and attention when I need it.

 Very efficient practice.  Staff Friendly.  Doctor very good.

 I think it is a good practice.  I have always been very happy with the care I've been

given by all staff and Doctors.

 They look after you, staff are very helpful.

 I have always had the best care and attention.

 Good Service always.

 This is a good practice with very good staff.

 Everyone does their best within limited time and resources.

 I have been with this Practice for 10 years and found staff to be very helpful.

 Always been offered very prompt professional and courteous service.

 Overall good.

 Have always been satisfied with service given.

 We have been with this Practice since 1988 and have been very satisfied with the

treatment we have received. The Practice is a credit to the NHS.

 On the whole, quite an efficient and friendly Practice.
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 Always  friendly and doctors are always nice.

 Pretty good all round.

 I have had no problems only good service.

 Helpful staff. Feel genuine care from GP.

 Caring reception staff who have certainly been extremely helpful to myself and family.

All doctors seen have been extremely good and understanding.

 I have had a son who has needed more medical attention than most and he and I have

been very well looked after thank you.

 I feel I have received a high quality of care for a range of problems.  Dr Kelt was

thorough and a good listener.

 Had really bad experiences before but here it’s a nice building, lovely polite and helpful

staff and a GP who listens and seems to really care.  What more could you want from

your GPs?

 No faults.

 I have always been very happy with the care I have received, particularly from Dr

Thomas but also from all staff I have had contact with.

 The level of care given by Drs/Nurses.

 I find them all very helpful and friendly.

 I have always been very satisfied with any GP or nurse seen at the Practice.  I have

been treated with patience, care and above all professionalism.

 I find the Surgery very helpful and friendly.

 Receptionists are professional and friendly. GPs and Nurses give excellent care thank

you.

 Good level of service all round.

 All staff inviting, caring and listen to you when  you talk.  Very inviting atmosphere.

 Always been looked after as expected and my family too.

 Friendly staff.

 Very well managed with very varied facilities.

 Find things good.

 Having at all occasion had first rate attention and help.

 I am completely satisfied with my care.

 I have been so well looked after for the past 24 years.

 Friendly and helpful.  Good Doctors.

 Pleasant staff good service.
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 Always get first class service.

 Care and attention given when I was incapacitated.

 Always had a good rapport with Dr Kelt but have not met new Doctor.

 Dr Kelt (unfortunately now retired and a hard act to follow).

 All very good.

 Every time I visit there is no grumbling about having to wait.

 Excellent service for all the years I have been coming here.

 Good quality of care.

 I have had good service in the past from the Centre.

 Overall good care.

 Treated with respect.

 Because I feel very confident of their expertise.

 Prompt and caring attention.

 Staff on reception make you feel welcome and most Doctors/Nurses are good.

 The Doctors, Nurses and Receptionists are all very helpful.  I feel I am in good hands.  I

thank them all.

 Very helpful members of staff, always help you with whatever you need.

 Receptionists , Doctors and Nurses are very efficient but also pleasant.  Here at the

Riverside Practice you feel looked after and like you matter as a patient.

 I have never been dissatisfied with the care provided.

 The practice has helped me with many illnesses and problems always to the best of

their ability.

 Friendly, competent, efficient.

 Friendly staff.  Helpful

 Friendly good service.

 Always nice and helpful.

 Good and friendly.

 Always polite and helpful

 The Doctors I have seen have been very good and it is quite easy to book an

appointment.

 GPs and Staff always have time for you and take excellent care.  Am always treated

with respect.

 Is generally a better Doctors Surgery than the others around March.

 Have always been satisfied with service given.
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 We have been with this Practice since 1988 and have been very satisfied with the

treatment we have received. The Practice is a credit to the NHS.

 Both my husband and I have always found everyone very helpful and we both attend

regularly.

 I have never had any problems here.  All staff are friendly and helpful.

 Overall very good.

 I am satisfied with my overall treatment.

 Mostly we have been treated very well here.

 The Surgery and staff are excellent and always find the answers to problems etc.

Forgot to order my tablets and they made sure I had them the same day.

 They are very approachable.

 Have always found staff, nurses and doctors very helpful and treatment very good

 Have only ever had good care at Riverside - in as far as I've needed.  Can only speak as

I find and thank god for the NHS.

 Because of the mostly good care we get.

 I think this is a very good Practice to be with.  I have always received good care.

 We have no complaints at all.

 Overall I am confident that all staff at the Practice have the patients wellbeing as their

primary concern.

 Everything is good with the Practice.

 Very pleasant doctors.

 I have put my sister, niece, daughter, mum and a friend in this Practice.

 Happy to help, friendly service.

 Polite receptionists, doctors explain things properly so you understand.

 Advanced Nurse Practitioner brilliant and very helpful.

 I have every faith in Dr Thomas.

 Professional and friendly.

 My husband has visited many times due to an accident and has always been very

happy with the care he has received, I have also been happy for me and my children.

 Friendly, caring and useful.

 Happy in general with care given etc.

 Reasonably quick.

 I have always had good care from the Surgery.

 Polite staff very helpful.
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 They are kind caring and helpful

 Good overall service which I receive.

 My new Doctor is lovely and caring.  Most receptionists have a happy demeanour and

helpful.  Just need to sort appointments and waiting time.

 Overall I have had good care.

 Friendly reception

 They treat me nicely.

 Doctors are good.

 Doctors and Nurses good.

 They treat you with respect and do their very best for you.

 It is a friendly helpful practice, never go away feeling negative.

 Understand, interest and approachability on part of all medical staff.

 Always well looked after.

 Very pleased with all aspects of care available.

 Very happy with all the service I get from all of you.

 I have been looked after very well at all times.

 Because it is a good practice and we as a family manage to get appointments when

needed.

 Caring doctor, courteous staff.

 The staff are helpful you cannot please everyone all the time but they do their best,

sometimes with difficult patients.  They deserve a medal.

 On the whole a good clinic.

 More than satisfied always treated with respect and friendly reception girls are always

friendly reception girls are always lovely.  Care very good.

 Efficient systems and on the job clinics.

 Always friendly and very helpful.

 Good.

 I have received help and consideration from every member of medical and

administrative staff.

 All staff very helpful, very caring, understand patients problems.

 My experience.
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Negative Comments

 I have had nothing but bad experiences with booking and being delayed seeing a

Doctor.

 On some occasions my treatment has been found wanting.  One or two of the Doctors

can be curt and unsympathetic.

 Difficult to get an appointment

 Don’t feel confident in my Doctor.

 Very difficult to make an appointment.

 It is extremely difficult to get appointments when I want them.  I feel that early

mornings and later afternoons should be available for people who work or need their

children seen without taking them out of school.

 Think my husband's doctors offer better service so would recommend that practice.

 Receptionist’s attitude.

Other

 Local to me.

 All family here.

 It’s OK.

 More easier to do on line.

 Satisfactory service.

 Have no experience of other practices in the town.

 Satisfactory treatment - no alternative experience.


