
DINNINGTON GROUP PRACTICE 
 

ACCESS SURVEY NOVEMBER 2013 

ANSTON SURGERY 

What do you think we do well? 

Service 

1. Offer a lot of services  

2. Offer a comprehensive range of services 

3. Have a good range of service 

4. Offer good services and knowledge.  Nice surroundings and easy access, parking.  

Large corridors and well spaced. 

5. Ease of access. 

6. Availability of services and wide range of services offered by the practice 

7. Overall everything you do is very good. 

8. Caring and good service 

9. Care and attention 

10. Treatment given 

11. Warm and bright  

12. Warm friendly environment 

13. Nice clean reception, pleasant staff & helpful 

14. Clean open friendly surgery 

15. Generally very clean and treatment is good 

16. Don’t often need to see a doctor but when I have all has been satisfactory. 

17. Very infrequently do I attend doctors 

18. You try to be helpful to the patients whenever possible 

19. See people as quickly as possible. Good triage system. Plenty of doctors / nurses 

available 

20. Good selection of Doctors. You can come to the surgery for a variety of things eg 

retinal screening. 

21. Good care, Quick to help 

22. Overall please with the treatment received. 

23. Always pleased 

24. I have no complaints at all  

25. Nothing 

26. All OK x 2 

27. All good service 

28. Everything x4 

29. Everything fine 

30. As far as I am concerned everything 

31. Almost everything 

32. Most things x4 

33. Most things – always room for some improvement 

34. Most things, the staff are helpful and the building is now really improved 

35. Mostly everything 

36. I think you do very well overall. 

37. No suggestions 

38. On the whole - thank you 



39. No fault found anywhere. 

40. Not too bad. 

41. Not entirely sure – routine checks possibly 

42. Cannot comment everything seems okay. Not your problem re telephone ( as below) 

43. I came once with slight chest pains and you went into top-gear – excellent! 

44. Polite, prompt call backs. See relevant health professional. Reassuring information for 

panicking parents.  Efficient and high standards of healthcare from all health care 

professionals I have had contact with for myself and children.  Keep up the good 

work. 

45. Being organised and on time. 

46. Admin. 

47. The order of surgery 

48. Doctors diagnosis & referrals 

49. Excellent at referring me for further action by hospital.  Also rang when further action 

required as a result of a blood test. 

50. Follow up after a fracture. 

51. Try to accommodate people. 

52. Looking after all my family very well. 

53. Tests – explaining results and listening to why we have come. 

54. Listen to patients and act accordingly 

55. Worked well between reception & Drs to get something sorted when urgent. 

56. There is always a choice of GP 

57. Overall I am satisfied with the way the surgery is run. The only thing is trying to get 

an appointment by phone. 

58. I feel the Practice has improved. The only concern is the length of time SOMETIMES 

taken before the phone is answered. HOWEVER this is due to lack of enough staff at 

reception at times 

59. Deal with patients quickly face to face and offer privacy room when required. 

60. Good care towards patients.  Ensure that everything over the reception desk is done 

with privacy. 

61. Booking in system very good and much easier than queuing to discuss over the 

counter. 

62. Digital sign in helps reduce queuing however no face to face contact and are ignored 

by receptionists. 

63. Once in the surgery the organisation eg screen to book in and to announce next patient 

is very good. 

64. Overall I don’t think some of the doctors have enough time, however the older GP’s 

are willing to listen and take time with you.  Nurses are excellent each and every one 

of them. 

65. Relations. 

66. Nursing department – attentive, caring and skilful. 

67. I always find it easy to see the nurse when if I have to wait. 

68. My Diabetes care. 

69. Blood testing is well managed. 

70. I think the nurse staff is very good, answering of phones is improving but at times can 

be completely overrun with no voicemail – just rings.  

71. I have had good doctors & not so good where I have felt palmed off. I was referred 

once & never received any follow up & was never satisfied. 

72. Drop in for nurse appointment for blood tests etc. Good manner with most doctors 

and nurses. Receptionists usually very patient & helpful 



73. Mass immunisation eg flu jab – well organised & well staffed 

74. Anston surgery is much better than Dinnington – I wish we could move to Anston but 

we can’t. 

75. Out of hours opening 

76. Opening longer hours. 

 

 

 

Personnel 

1. Helpful, pleasant and polite staff x 3 

2. By and large friendly staff 

3. Have always found all staff to be helpful & friendly 

4. Communicates friendly, helpful 

5. I have had very, very good attention from all the staff at the practice. 

6. The reception, Doctors and Nurses are very knowledgeable and helpful 

7. Reception excellent, Doctors V good, Nurses V Good 

8. Reception staff and telephone staff show exceptional patience. 

9. The staff are all very polite and professional.  They are always very helpful and 

resolve and problems that may arise  

10. Staff are very helpful  

11. Receptionists are helpful. Some doctors & most nurses are kind & helpful 

12. You do try to help if I have needed it.  I have been with you for past 25 years and 

have gone through some life threatening problems – thank you. 

13. Reception very efficient and nice ladies. Every doctor I’ve seen have been very 

understanding and caring to me 

14. Doctors are fantastic and really helpful and caring. 

15. Most Doctors are friendly and helpful and give you time. 

16. The Doctors at surgery are very good 

17. Doctors very good and nurses 

18. Good doctors and nurses 

19. Doctors are helpful, positive and kind 

20. All the doctors are very nice and caring 

21. Some of the doctors are excellent and give fantastic care as do many of the nurses. 

The care. 

22. Make you feel at ease – very approachable staff. Doctors very understanding and 

helpful. Thank you very much 

23. Some doctors listen and care but some are totally not bothered n can’t wait to get rid 

of you for the next patient. 

24. Taking time to listen, also giving good advice and a good bedside manner. 

25. Doctors listen well and give you plenty of time  

26. Good attitude and good communications. 

27. Face to face communications, staff are always friendly  

28. I have asthma and have found the nurses really caring and thorough. 

29. Nurses give a very good service 

30. Nursing side 

31. Both Drs & Nurses perform very well and references to hospital & their services 

works very well. 

 

 

 



Appointments 

1. Offering a triage service where patients are telephoned and their condition is assessed. 

Appointments are then offered if required. The same day appointments are very 

helpful. 

2. Appointments – telephone contact with doctor for advice. 

3. See patients if needed – I always get an appointment if I need to see one 

4. Appointment system since recent change. Telephone medical review. Seeing Practice 

Nurses. Particularly satisfied with last time I saw ‘Ear care’ Nurse 

5. Specific clinics – eg Asthma. 

6. Good at appointment booking, Really good idea to have late appointments day for 

workers 

7. Late appointments, everyone very pleasant, doctors call back 

8. Arrange appointment times to suit patients. 

9. Appointments 

10. Book on the day is good as you can almost guarantee to be seen if you call first thing 

in the morning. 

11. Appointment system is really good and the triage nurse system is very good.  It’s 

helpful to speak to somebody before you come to see if you need to be seen urgently.  

Waiting times are really low too.  Continuing to see same Doctor is very good too. 

12. I am personally satisfied that whenever an appointment has been of need, I have been 

able to make an appointment without having to wait very long and have been able to 

see a Doctor. 

13. Mondays no appointment is OK for me, but can never get to see the doctor of my 

choice 

 

Waiting times 

1. Honestly the waiting times are very good and I understand that people require more 

time to speak to GP/nurses so appointments can overrun but the wait is not usually too 

long. 

2. Waiting times – you are seen really fast and appointment is on time. 

3. Keeping patients informed if Doctors are running late. 

 

 

Facilities 

1. Have comfy chairs. 

2. Information and advice leaflets always available. 

 

ANSTON SURGERY 

What do you think we could improve? 

Service 

1. No suggestions x3 

2. Nothing Anston is a very good surgery. 

3. I have had no complaints at all  

4. Not much 

5. Nothing x 2 

6. Unable to think 

7. Don’t think there is anything 

8. More time to think about that. 

9. Not sure 

10. Always room for improvement. 



11. Keeping a good service going 

12. Employ more doctors. 

13. Maybe being able to see the same Doctor on a follow up or for long term conditions, 

training on manners for a few of the receptionists, shorter waiting times, sometimes 

you can’t get an appointment for several days 

14. Being able to see your chosen doctor at either surgery not just your registered one 

15. For proper treatment you need to see the same Doctor and not a selection who could 

have different opinions on treatment. 

16. Have a GP here all day to see to possible emergency cases. Not just to fob them off 

and see a nurse who still might be too busy or on a break 

17. Time allowed spent with GP  

18. The time you get with doctors. 

19. Confusion about registering patients whilst in foster care. Mix up with appointment 

times. Long wait to speak to receptionists. Confusion with computers – didn’t know 

how to get info she needed – said it was someone else’s computer  

20. Blood and/or other results difficult to get. 

21. Communication between blood results and patients. If you don’t have nurses that do 

bloods counts on a regular basis wait until you do. If like me, one doesn’t want to part 

with what you have easily, it can become painful.  You have to return the next day 

anyway so it can be counter productive.  The lady in question was very nice and 

cheerful putting you at ease but I stick by what I have written.  

22. Flu jab day – I appreciate you are very busy but a bit more care and attention to 

people, I feel would be appreciated.  

23. Make better system in seeing South Anston patients.  We either have to get a bus or 

get someone to bring us.  The only way we can see someone on the day we are not 

well is to struggle up to the surgery for 7.45 in case there is a queue.  Sometimes it is 

not good to wait for a visit after surgery. 

24. Your repeat prescription service. 

25. There is always need for improvement.  Whenever I telephone its ringing out and you 

are needing to request an appointment it can be quite irritating.  We do try to 

understand as the public, that there are very busy times. 

26. Patient care on all levels.  Receptionists are very poor, telephone manner is awful.  

More duty of care, more doctors and better level of time and care by doctors.  Every 

doctor should follow in the footsteps of Dr Maher, fantastic doctor! 

27. Open later at night for more than one day as when you work like I do 8-6 appointment 

are very difficult 

28. Have another late night  

 

Personnel 

1. Being a bit nicer. 

2. Some receptionists can be abrupt! Some can be helpful and polite! 

3. For receptionist to remember that people visiting are ill /vulnerable so all needed to be 

treated with care 

4. Some receptionists can be very rude and abrupt getting through on the phone. 

5. Reception staff. 

6. Reception staff be more polite. 

7. More understanding of patients – individual needs when they came to reception.  We 

are not all the same and sometimes you can be treated with hostility and receptionists 

can be very abrupt. 



8. I think the receptionists not very helpful and do not communicate.  They will make 

you an appointment but when you turn up your name is not on the system so it takes 

forever to be seen. 

9. Receptions need to know what they are doing and have more than one person on the 

desk. 

10. Some reception staff need to brush up on customer care skills.  A smile would be nice.  

Also appearance of some leaves a lot to be desired - not today’s receptionist – she is 

lovely! 

11. The professionalism of reception staff and the speaking of matters @ Dinnington that 

include patients and matters surrounding patients. 

12. Doctors attention to detail.  I feel like they don’t bother examining or looking into it 

further and just palm you off at times. 

13. Some of the secretaries have a bit of an off-hand manner. 

14. Manner of clerical staff. 

 

Appointments 

1. Booking procedure over the phone or internet appointments. Also could offer walk in 

appointment if not too urgent and a Doctor / Nurse is available. 

2. The procedure for book on the day appointments is difficult. Repeated dialling. It 

would be better to dial once and get put in a queue or online book  

3. More on-line bookings / appointments x2 

4. Appointment booking online.  I am about to register for online prescriptions. 

5. Fitting children in quicker if needed to book in advance. 

6. Waiting times of booked appointments 

7. Time waiting for appointments however I do understand there are emergencies and 

the surgery does its best to run efficiently 

8. Waiting times to see a doctor. Compassion 

9. Very hard to see a Doctor even when you try a week in advance. 

10. Advance appointments. 

11. To be able to book an appointment further in advance. To be able to book in advance 

an appointment by phone more easily if you feel ill 

12. Arranging appointments 

13. Appointment system difficult to understand – can be hard to make an appointment in 

a week or more 

14. We should be able to book appointments in advance and not get the third degree as to 

why we need to book in advance.  Book on the day is all well and good but not always 

practicable when you work. 

15. Better options for appointments i.e. if only want to speak to one and not have to tell 

receptionist what problem is – should just be with doctor. 

16. See the same doctor each time 

17. See same doctor as often as possible 

18. Would be lovely to have a doctor you could see most of the time 

19. Could do with popular doctors having more available appointments or book in times 

need to be not as long waiting 2-3 weeks is too long. 

20. Actually getting to see the Doctor.  The illness I have means sometimes I would like 

to see a doctor and not have to explain my symptoms over the phone to be assessed.  I 

work and trying to get a phone call back where I can talk privately is a nightmare. 

21. Queuing outside at 7.40am just to make sure we get to see the Doctor we want.  In 

bad weather this is a non starter.  Surely we could come in – sit down and take a 

number to be seen. Impossible to get through on the phone in early am 



22. There are occasions when I would like to consult a specific GP. The current system 

for appointments does not accommodate this and quite frankly negates any choice.  

This is an area that needs looking at with some urgency. 

23. The system of getting an appointment – especially if waiting to see doctor on a day 

other than Monday 

24. Book on day appointments – not always easy to get – especially if you are working 

and unable to get to a phone at 8 o’clock 

25. On the day appointments. Can never seem to get one. 

26. Able to book an appointment, not just on the day as it’s difficult to get through on the 

telephone early morning – not easy accessible with no car. 

27. Booking appointments on the day is hit and miss  

28. The queuing system for same day appointments but I understand this was a 

government directive. 

29. More appointments on the day – if you are not quick enough there is no chance. 

30. It’s not being able to get an appointment unless you get there on the day early. Then 

you can only see the doctor that’s on that day. If you try to make an appointment 

before you can never get one 

31. As I’m in education 30 minutes drive away, it’s really quite stressful to try and get a 

quick appointment when it is urgent – after work (4.15pm).  Today I phoned 9am and 

was promised a phone consultation at 10.15am.  I managed to get cover from 10am 

but missed call at 10.30.  I rang back and was promised another call. I waited until 

11am, just missed it again as had to go into class then I rang again at 12.30pm (pretty 

stressed at this point) and was offered a 4,15 appointment today which was really 

good but why couldn’t I have been offered that at 9am? 

32. Obtaining planning of Doctors appointments for working people (planning of 

appointments on days off) 

33. Give a bit more time per appointment. 

34. To be able to book an appointment better 

35. Make more appointments available. Answer the phones more promptly x 2 

36. More appointments available x3 

37. Appointment and availability. Ringing at 8am or earlier. Telephone engaged . Then 

when you get through no appointments available. Need to improve 

38. More phone slots. 

39. Appointment system, need more appointments available for day or following couple 

of days without phoning on the day. Not convenient as 2 small children to look after 

so phoning at 8am is not helpful at all. 

40. Obtaining an appointment can sometimes be difficult to suit a patients’ requirements. 

41. Ability to book an appointment before leaving surgery. Often been asked by doctor to 

make an appointment in 4 weeks time to be told by reception book is only up to 3 

weeks 

42. Should be able to make appointments sooner than doctor or nurse ringing you back to 

make you an appointment. 

43. Later and weekend opening hours as work away 5 days a week  

44. Appointment times & arranging one is sometimes very difficult. Some people don’t 

have a phone to call the surgery 

45. Had booked an appointment with reception then when I came it wasn’t on the system 

-  wasn’t worried about it at all as it wasn’t serious.  Also I was supposed to receive a 

letter but I didn’t receive one. 

46. On late appointment days, give priority to day working people. 



47. I work part time and the days I try and get an appt when I am not at work are always 

book on the day so I have trouble getting an appointment as by the time I get through 

all the appts have gone. 

 

 

Phones 

1. Telephone appointment system DIABOLICAL. Easier to attend the surgery to make 

an appointment, but most inconvenient. 

2. Telephone appointments first thing (8-9). Can’t get through then when I get through 

all appointments have gone. I usually come and queue at 7.50am to get an 

appointment 

3. Answering the phone quicker. Every time I call I wait ages for someone to answer the 

phone. 

4. It is most of the time engaged so cannot book appointment without going in 

sometimes 

5. Booking appointments because it takes ages for someone to answer. 

6. How the appointment booking system works, getting through on the telephone can be 

difficult 

7. Booking appointments – usually have to wait a long time to get through to reception 

at 8.00 when needed 

8. The appointment line is very hard to get through on in a morning. At Kiveton they 

have a system that puts your call in a queue to save you having to try to call 20+ times 

for an appointment. 

9. Making appointment on the same day by phone. If it’s easier to get through in the 

mornings. 

10. The telephone system can sometimes be frustrating when booking an appointment but 

it is understanding when so many people book to see the GP 

11. Phoning at 8am is a pain – you can ring 30 times! 

12. Phone can ring for a long time when trying to make an appointment 1st thing but still 

improved on what it used to be when all under Dinnington 

13. Getting an appointment on the day without having to wait on the phone for ages – 

only to be told at 8.10am all appointments have gone 

14. Phones takes too long to be answered. X 5 

15. Time it takes to get an appointment. When ringing early morning it takes time to get 

through. 

16. Telephone appointments in the morning can’t get through especially first thing 

17. Waiting to get through on the phone 

18. Can take quite a while to get through on the phone. I appreciate this is difficult first 

thing in the morning. 

19. Telephone booking – difficult to get through on phone. 

20. Getting through on the phone it takes too long sometimes 1 hour. 

21. Appointments by phone too long to wait. Always engaged first thing. Be able to make 

appointments – not ring on day 

22. Can not get through on phone for appointments on the day. By time you get through 

all appointments have gone 

23. Telephone service must be improved drastically!!!  Can never get through from 8-

9am. 

24. Booking of appointment via telephone usually takes 20-30 minutes from 8am to get 

through then all appts have gone for that day. Seeing a doctor of your choice is 

impossible unless you can wait 2 –4 weeks 



25. Appointment system – can never get through on the phone first thing. Quite often 

there is no answer throughout the day too 

26. Can never get through on phone at 8am 

27. To book an appointment on the day is very difficult phone engaged as other people 

doing the same. Have to start to phone before 8.00am and can be as long as 20 mins to 

get through. I felt very lucky to get the appointment I am referring to in this question 

28. Phone service first thing in the morning when ringing for appointments 

29. More phone lines / answer quicker 

30. More appointment lines  

31. More phone lines to make contacting easier x 2 

32. Telephone access 

33. Nobody answered out of hours phone. 

34. Telephone service x 2 

35. Telephone & appointments 

36. Appointment line. 

37. On the appointment letter the phone number is for reception which proved difficult to 

get through, yet dialling appointment number (not on letter) got straight through two 

times 

38. The phone service & appointment service, although this time was VERY good. 

 

Waiting time 

1. Waiting time for appointment in the surgery. Put the news on the TV. 

2. Waiting time to see Doctor 

3. Provide information on how late Doctors & nurses are running 

4. Waiting times to see the doctor when in the surgery. Last week I had to wait 45 mins 

after my appointment time. 

5. Waiting times x2 

6. Timing when seeing your doctor 

 

Facilities 

1. Chairs/backrest is too flexible.  Makes me feel I am falling.  I have to sit up and not 

rest my back. 

2. Chairs in waiting room AWFUL! Bad for backs!  

3. Some of the seats in reception need examining regularly to ensure they are not falling 

to pieces. 

4. Chairs in reception are diabolical! 

5. More comfortable chairs in reception 

6. Seats in waiting room (well you asked!) Very poor support 

7. Better seats in waiting room 

8. Chairs uncomfortable. 

9. Seating arrangements – ie facing the TV. Doesn’t relate to the call screen. Would be 

better horizontal. 

10. Lighting in waiting room – flickering. 

11. Have a Coffee Machine. 

12. Drinking water available in the waiting room. 

13. No improvements needed – oh maybe some Magazines in waiting area. 

14. Reception should be more private for individuals.  It’s a very public area. 

 

 



DINNINGTON SURGERY 

What do you think we do well? 

Service 

1. Repeat prescriptions – informing you on arrival that surgery running late! 

2. New on line repeat prescriptions 

3. Considering the pressure that you face, everything 

4. I am satisfied with everything at this moment in time 

5. Everything x 3 

6. All in all everything. 

7. Everything required 

8. The surgery does everything well. 

9. Most things x 6 

10. All good for me 

11. Yes 

12. Yes very good 

13. All x2 

14. Very well with all the above 

15. Not a lot. 

16. Nothing. 

17. Look after us all 

18. Look after our health 

19. The overall treatment. 

20. Customer care & service. 

21. Getting treated. 

22. General care. 

23. Treat people with respect. 

24. Helping customers very well 

25. You try and help a lot of people to get well 

26. Doctor / patient care. 

27. Medical treatment by Doctors and Nurses good. 

28. Getting back to you. Doctor or Nurse always calls back in the time stated. Keeping 

calm when everyone complains! 

29. There are plenty of Doctors. 

30. The Nurse’s BP clinic is first rate. 

31. Nurses 

32. Excellent midwife care. 

33. Blood pressure clinic. 

34. Blood tests. 

35. The Nurses support operation 

36. Flu vaccine service much improved in last few years. 

37. Listen to patients 

38. Pharmacy on site. 

39. Home visits. 

40. My son was recently diagnosed with Lymphoma & the Doctor was amazing & he was 

sent to hospital within a week, without this his treatment could have been delayed 

41. Follow up after tests. 

42. The waiting area is very comfortable. 

43. Send out letters inviting us to attend for consultation when necessary. To have an 

appointment attached might be beneficial. 

 



Personnel 

1. Friendly nursing staff 

2. Very friendly staff 

3. Very helpful 

4. Staff are friendlier 

5. Very informative and courteous 

6. I find overall Doctors, Nurses and receptionists are very helpful, very polite and are 

wanting to help whatever the problem is. 

7. Reception staff more approachable & smile this is an improvement welcomed. Tina & 

Karen especially helpful & kind. 

8. The reception is very informative. 

9. The receptionists are very helpful and the telephone service is a lot better 

10. Reception staff are very helpful and try their best to ensure you are satisfied, they try 

their best to ensure they go above and beyond to help, specifically Tina, had a lot of 

dealings with her – great help. 

11. Some of the receptionists are quite helpful when you phone the surgery & will try 

their best to sort you out an appointment, but obviously find it difficult with the no. of 

appointments available. 

12. Reception people are fine and helpful and try to be on time 

13. Drs that take time to listen. 

14. Understand why we come here. 

15. I have had to think long and hard to find something, but when you eventually see a 

Doctor it’s fairly good 

16. The Doctor I see is very good. 

17. Very nice Doctors. 

18. Was the first time seen this Doctor as he usually based at Dinnington. He was good 

and next appointment came to Dinnington to see him. 

19. The Doctors are very good in my experience. 

20. Have some nice Doctors. 

21. Doctors are friendly, thorough and helpful. 

22. Mostly I think the Doctors in this Practice are very good. 

23. Doctors are helpful, informative. 

24. The Doctors are great. Dr Douglas & Dr Burns especially. 

25. It depends on the Doctor and condition you are there about. I have seen Dr Jones in 

relation to my stress related condition and he has been fab. In the past I have had to 

write to complain and get a second opinion. 

26. Dr Bettesworth is the first Doctor I have trusted in over 10 years. He’s good at 

making you feel important. 

27. Dr Bettesworth extremely understanding. Goes out of his way to help & explain. 

28. Having Doctors who specialise in certain things like Dr Birks ( Brilliant) and Dr 

Ahmed (very good). 

29. Doctors & Nurses are of high quality 

30. The Nurses are always very nice. 

31. Mental health Nurse is fabulous. 

32. I think the Councillors that work in the practice are brilliant. 

33. General care, approachability of staff 

34. Communication, compassion, smiling 

 

 

 



Appointments 

1. Making appointment times and dates quicker 

2. Providing appointments ASAP 

3. Give out appointments on same day. 

4. Say ‘ there are not any appointments’ 

5. Pleased about the book on the day system. 

6. Give appointments on same day if applying in person 

7. Can usually get a same day appointment. Very good at arranging for a Doctor to see 

very young children who are poorly, even at short notice. 

8. Always get my children in to be seen. 

9. Make it hard to see you!! 

10. I am happy that I can always seem to see a Doctor the very same day, as my children 

have tonsillitis often and need to be seen that day ( on emergency appointment) 

11. Get patients booked in. Big improvement from 6 / 12 months ago – much better 

12. Offer appointments at bad times such as when people are working in the day. More 

availability is needed in the evening 

13. Arranging telephone appointments with GP for ongoing symptoms 

 

Phones 

1. Answering the phones as long as this isn’t between opening and 10am when 

constantly engaged 

 

Waiting Times 

1. Do not wait as long for my appointment time when I have one. 

 

Facilities 

1. Waiting area is ample 

 

 

What do you think we could improve? 

 

Service 

1. In my opinion things seem to be happening for the best 

2. Can’t think of anything! 

3. Nothing at all x 6 

4. Nothing I am very satisfied. 

5. None 

6. Not sure. 

7. Everything fine 

8. Most things 

9. Everything. 

10. I can’t think of anything at this present moment as i have always thought the 

employees and doctors have provided excellent service 

11. Number of repeat prescriptions given before a medication review is needed. Should 

be increased 

12. Privacy when speaking to the receptionists. Other patients can hear what you are 

saying. A little more tact from the receptionists when you ask for a sample container. 

13. Just speaking to someone like a nurse about age related problems so as to see if you 

need to see a doctor, before being made to feel like you have wasted his / her time. 



14. Arranging hospital appointments and passing on information between different 

services 

15. Saving little. 

16. Pharmacy occasionally not having prescription ready. 

 

Personnel 

1. Need to change receptionists 

2. Receptionists. 

3. Reception ladies more friendly. 

4. How ‘friendly’ reception staff are!! 

5. Reception staff. Unhelpful, rude, no patient confidentiality! 

6. Sometimes reception staff can be rude. Communication. 

7. Encourage all staff to be friendly. 

8. Reception telephone manner – sound very miserable. Receptionists greeting – no 

smile or pleasantries. 

9. Customer Service – attitude, helpfulness & friendliness. Appointment times – 

advising of significant delays. Doctors listening & providing consistent care 

regardless of the Doctor. Following through on communicated actions 

10. Customer Service of receptionist, although through my previous complaint of their 

rudeness, it has improved slightly. Service with a smile goes a long way as well as 

acknowledging I am standing at the window. 

11. Better communication if waiting for tests to be performed. 

12. Always seems to be a problem speaking to the Practice Manager if you have a 

complaint. 

 

Appointments 

1. Getting an appointment to see a doctor without having to come to the surgery before 

8am 

2. Appointments being available via phone, instead of having to queue outside. 

3. Queuing outside in rain & winter. 

4. Don’t keep people waiting outside in the bad weather – we really will need to see a Dr 

if we get frozen. 

5. The appointment system, especially if you are working full time. Should not have to 

stand outside in a morning to make an appointment. 

6. Improve appointment system. Improve by full time attendance by Doctors. 

7. Getting an appointment 

8. Getting an appointment quicker. 

9. Book an appointment when needed. 

10. Getting an appointment other than book on the day. 

11. By having appointments there is never none and you ring on book on the day at 8.30 

and your very lucky if you get one. 

12. Access to appointments is still a significant problem. More appointments for the next 

few days as against book on the day would be great. 

13. Appointment system, cannot get an appointment easily x 3 

14. Appointment booking as it is hard to get one. Not very good with booking 

appointments 

15. Appointment bookings x 8 

16. More appointments x 3 

17. More appointments easily available & less emergency app which can often be wasted 

if not needed. 



18. Making appointments to everybody who needs them. 

19. Next day appointments not offered. 

20. The appointment system. It is very difficult to get an appointment on the day. As an 

elderly person with limited mobility it is not easy to call down to the Practice to gain 

an appointment. 

21. Provide more book on the day appointments. 

22. More Doctors on during the day. 

23. Appointment by telephone 

24. Very difficult to get an appointment within the week or same day. Other surgeries in 

the area can do it why not Dinnington. Impossible to phone in for an appointment first 

thing in the morning. 

25. Getting to see a doctor 

26. Provide more advance appointments. 

27. To book in advance instead of on day. 

28. Find a way to make it easier to book in advance or see a Doctor on the day 

29. As a surgery they could do more for appointment availability e.g. have emergency 

appointment availability slot to phone in the afternoon 

30. It should be easier to book an advance appointment rather than ringing up on the day 

31. Being able to get an appointment in advance. 

32. More on the day appointments available as by 8.10am all appointments have gone. 

33. Definitely have more appointments available. The routine appointments are way too 

far ahead, so they tell you to ring on the day, you start ringing at 8am whereupon you 

find the line permanently engaged. When you do eventually get through they have all 

gone 

34. Never enough on the day appointments 

35. Appointments. This morning when doors opened another desk opened and everyone 

from back of queue got appointments 

36. Appointments out of working hours for working people – these are never available 

unless booked weeks in advance. 

37. Appointments – working person 

38. Make it easier for people who work to get appointments. Open Saturday & Sunday. 

39. Being able to see the Doctor who sent you for your tests. Not a Doctor who does not 

know you. 

40. Being able to see Doctor you want to see earlier. 

41. Letting people see whom they want to so you get to know the Doctor who’s treating 

you and they keep abreast of your complaints. 

42. Continuity of treatment by same GP. It is  presently a lottery as to whom you see.. 

43. Getting appointment with Doctor or choice. 

44. Seeing the Doctor you want 

45. Being able to book appointments when you would like, seeing the same doctor. Blood 

tests earlier in morning. 

46. Obtaining appointments when you ring up ‘poorly’ to see a Dr. Not told next 

appointment in 2 weeks 

47. Make the diary ( which is usually book in is only about 4 wks) it’s hard to book any 

follow up appointments 

48. Waiting times! – Definitely. Not having to wait more than 3 days to get an 

appointment with the Doctor 

49. Waiting time for specific Doctor x 2 

50. The time from booking an appointment to being seen with the choice of your Doctor. 



51. Need to answer the phone. Waiting 11 days to see Doctor of choice, is not good 

enough. 

52. Being able to make an appointment to see the same Doctor when he / she requested 

you to see them in a week / 2 weeks time. Always have to phone on the day to try and 

see them. Consider that other people also work getting appointments that 

accommodate workers. 

53. The length of time you have to wait for your appointment. Getting through on the 

phone 

54. Waiting times x 4 

55. Out of hours access to Doctor 

 

 

Phones 

1. Direct access to Doctors / Nurses over the phone 

2. Telephone system 

3. Booking appointments over phone x 2 

4. Answering the phones and the waiting times. 

5. Answering the phones more quickly x 3 

6. Apart from getting through on phone early morning no grumbles. 

7. Booking appointments over the phone could be much easier!! 

8. Phone calls in the morning e.g. for appointments. 

9. The phone system needs to be more improvement. When phoning for an appointment 

in the mornings you can be trying to get through for half an hour at least. 

10. Telephone answering service – usually engaged. 

11. Booking appointments is extremely hard- as have to ring continually from 8am til you 

can get through. If you can’t get through in time have to wait for phone call back from 

nurse. This is usually from 8.20 as all Doctors appointments gone for day. 

12. Constant redial! Then all appointments gone. 

13. Appointments made by phone. Sometimes can’t get through til 8.15 – all 

appointments gone. 

14. Sometimes have to wait at least 40 mins to find all appointments have gone. 

15. Access to appointments is terrible, sometimes impossible to get through on phone 

16. Answering the phones in the morning to book an appointment. Then when you finally 

do actually offer them one this day – people can’t predict when they are going to be ill 

to do this but this is how it seems to be. 

17. By answering the phone more promptly. 

18. Answering the phone between 8 – 8.30. All appointments have usually been taken. 

Appointments are only available in 2-3 weeks 

19. Answering the phones and making more appointments available. 

20. Getting through on the phone 

21. Phone lines – it’s a nightmare to get through. It took 24 times this morning to get 

through! 

22. When ringing up the line is always engaged. If you don’t get through you don’t 

23. Waiting time – more phone lines to book on the day. Appointments 

24. Phone line waiting times 

25. To get an appointment over the phone is very poor – you can never get through when 

you do all appts have gone 

26. Sometimes it is difficult to get through. 

 

 



Waiting Times 

1. Waiting time, open more 

2. Could ring patients at home if surgery running over 20 mins late – delay arrival. 

3. Doctors always running behind 

4. Time – mainly appointment times are running late 

5. The last few times I have had an appointment I have waited well over 40 minutes 

often with 2 small children with me. I find most doctors helpful but that is not always 

the case for the receptionists 

6. Waiting times 

7. The waiting time. Sometimes appointments are made around work and having to wait 

20 mins after your appointment time is not very good. 

 

Facilities 

1. Better seating area in reception. 
2. Need electronic BP machine to check own BP in reception. 

3. Fish tank to soothe nerves etc ( like Kiveton surgery) 

4. Cup of tea would be nice!! 

5. The Surgery! Looking forward to the modernisation. Long over due! 

6. The chairs. 

7. The chairs in the waiting area are disgusting. If you haven’t got a back problem when you 

arrive you will have when you leave. The plastic back on the chair goes 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



WOODSETTS SURGERY 

What do you think we do well? 

Service 

1. Everything x 7. 

2. Almost everything. 

3. All things x2 

4. Most things. 

5. No problems x2 

6. Very well. 

7. Everything is of very good standard. 

8. Everything is very good 

9. Fine in most areas. 

10. Overall, most things well. 

11. You do everything very well indeed 

12. In every way this surgery is excellent – thanks. 

13. I think the practice works as well as it can. 

14. I am very pleased of the service you give to both me and my husband and the 

receptionists are very helpful every time. 

15. Treat people with respect. Being very polite. Explaining everything in detail. Phoning 

to speak to direct re any information, such as hospital appointment etc 

16. Treat people very well. Receptionists are very helpful. Most Drs are kind and caring 

17. Helpful and caring and politeness x 3 

18. Care and kindness in every department 

19. Provide an excellent all round service and staff seem to genuinely care. 

20. Very good service, never any trouble. Thank you. 

21. Everything from the first cheerful greeting from the receptionists to the treatment and 

aftercare. 

22. Friendly atmosphere. 

23. You always see my children immediately if it is an emergency. 

24. Most things very well managed. Very pleasant and polite. 

25. Listen and refer when necessary. Follow up on procedures as necessary 

26. Providing a service locally. 

 

Personnel: 

1. Very friendly and efficient and nothing too much trouble for any of the staff. 

2. Excellent receptionists, nurses always available. 

3. Being Doctors. 

4. Excellent receptionists.  Very helpful and accommodating. 

5. Helpful staff. 

6. Very helpful from making the call to leaving the surgery. 

7. The staff are friendly and helpful and do the best they can. 

8. Everyone is always very kind and helpful. 

9. Doctors very considerate and caring. 

10. Everybody very friendly and helpful x 2 

11. Always very courteous and helpful. Very efficient. 

12. You actually seem to care and take time to listen. 

13. Very friendly and approachable. Will help as much as possible to get you an 

appointment.  



14. Staff are friendly and considerate in general. 

15. Not sure. 

16. Friendly, helpful, reassuring and kind. 

17. Good chats. 

18. Give help when needed. 

 

Appointments 

1. Getting an appointment in the same week. 

2. Can always get an appointment. Treat everyone as individuals 

3. Very happy with all aspects except appointment system. 

4. Appointment for same day consultation. 

 

Waiting times 

1. Arrange everything on time and the time between appointments are not too long. 

2. Updated that the Doctor is running late. 

 

Dispensary 

1. Pharmacy dispensary quick and easy. 

2. Excellent friendly reception & dispensary staff x 2 

 

 

WOODSETTS SURGERY 

Things we need to improve: 

Service 

1. Nothing x 13. 

2. Cannot think of anything or improve much x 4 

3. Not a lot, it’s a very efficient &friendly surgery. 

4. I do not know 

5. I think it is all really good x2 

6. Everything satisfactory. 

7. All aspects of care & treatment 

8. Serve coffee Ha Ha 

9. Awareness and availability of a patient group for the surgery 

10. You can sometimes hear people seeing the Doctor from the waiting room – breaching 

confidentiality. 

11. In these stringent times with financial restraints, I think it is an impossibility 

12. Car parking. 

 

Personnel 

1. Time to listen to patients. 

2. I am very satisfied with my GP, receptionist, nurses and Pharmacist at my surgery. 

 

 

 

 

 

 

 



Appointments 

1. I struggle with the concept of phoning for an appointment, the being told if you ring at 

8.15 in the morning you will get an earlier one! 

2. Sometimes the Doctor you want to see if not available, although all GP’s are very 

thorough. 

3. Getting appointments on the day needed. 

4. Lack of available appointments if ringing up after opening time. 

5. Be able to make an appointment nearer to the time when I ring up. 

6. Later opening hours. 

7. Later appointment times 

8. Extra GP on duty during busy hours. 

9. Maybe two doctors at busy times x 2 

10. Nurses in the afternoon. Open all day Wednesdays. 

11. Make advance appointments when I know I’m off work and not have to wait until the 

week or week before because of computer logs. 

12. Not a lot – perhaps the appointment system to avoid on the day bookings 

 

Waiting times: 

1. Waiting time for appointments when sat in the surgery – always seem to be running 

late x 2. 

2. Advise if your appointment is running late – either by phone or text. 

3. Keeping on time for appointments 

4. Doctors ringing on time. 

 

Dispensary 

1. I would like to get my prescription from Woodsetts. I live out of the area now moved 

approx 2 yrs ago. 

 


