
PATIENT PARTICIPATION SURVEY   (Appendix C)  

 

COMMENTS 

 

FOR 

 

The staff are always friendly and helpful. 

 

Staff are helpful, friendly, polite and professional. 

 

Service very good.  No difficulties. 

 

Very pleased with service in its entirety.  Specially pleased with Nurse activity 

relating to overseas injections etc. 

 

Lovely, friendly atmosphere where patients feel at ease and well able to express  

concerns. 

 

Available information in reception very good.  

 

Looking after fish. 

 

Great kids area.  

 

Pleasant, welcoming, friendly service. 

 

Practice nurses always helpful.  

 

Excellent support from GP (Dr Tawse).  Staff on reception supportive but telephone 

appointment system frustrating when trying to book on the day.   

 

I visit regularly and rarely have any difficulties, only experienced when I need a nurse 

quickly. 

 

Quality of doctors is excellent. 

 

Delighted that the Centre is run so well and can only say “thank you”. 

 

Staff are excellent – reception staff always helpful. 

 

Always a friendly, helpful and professional service. 

 

Ann is very friendly and helpful. 

 

Rare visitor but no complaints at all. 

  

Very friendly, approachable and efficient. 

 

Generally find service very good.  

 



The management of people’s health care by doctors is good. 

 

Overall the service is very good. 

 

Great service over many years.  Thank you. 

 

Nurses who take blood, do BP, smears are caring and provide a very supportive 

service.   

  

AGAINST 

 

Appointments - same day 

 

Having to “race” to get a “same day” appointment - the 8 a.m. rush.  What about an 

answerphone service with non-urgent booking lists.   

 

“You need to be 100% fit to be ill”.  The 1 second past 8 scramble on the phone for a 

same-day appointment is a service hassle and for a single ill elderly person would be 

almost impossible.    

 

GP appointments.  Ringing at 8.00 a.m. – cannot get through.  Have to keep redialling 

– each call costs.  By the time you get connected most appointments gone.  Can we 

have a telephone queuing system so that once dialled you are dealt with in sequence.  

I have had to come to surgery at 8.00 a.m. to speak to receptionist to get appointment 

on the day.  For patients seeing the same doctor is much more satisfactory than 

different ones every visit. 

 

Having to ring at 8.00 a.m. to make an appt that day is inconvenient because it takes 

so long to get through as everyone is ringing at the same time.  This is frustrating and 

annoying and 90% of the time means you don’t get either the doctor of your choice or 

the time.  Some of us are single, working parents who have a limited time to spend a) 

hangibg on the phone or b) time to come to appts- no matter how ill as we don’t get 

paid if we miss work.  I lived in the IOW until recently and they have no such system 

and couldn’t believe it when I told them.  It’s ridiculous appts. should be as they used 

to be pre-bookable for anytime, anyday, any doctor.  Why did it change ?        

 

Difficulty getting through to surgery at 8.00 a.m. before appointments all booked. 

 

Not taking telephone bookings until 0800 and then the telephone is engaged until 

1000 and appointments are taken.   

 

Telephoning at 8.00 a.m. for appointment can take too long as it is a busy time.  

Would like to be able to make appt. in advance for husband with long term illness, 

who, I feel, needs regular checks. 

 

Found it hard to get appointment unless constantly try from 8.00 a.m.  After 8.30 a.m. 

no chance. 

 

Hate the 8.00 a.m. rush to book appointments.  Are there enough doctors for the size 

of practice ? 



Sometimes making appointments can be tricky especially if not able to ring earlier in 

the day. 

 

Everyone told to ring at 8.00 a.m. for same day appointments and therefore unable to 

get through until all appointments have gone. 

 

Appointments in advance 

 

Never yet been allowed to make an advance appointment.  Obviously do not know the 

required criteria to enable this.  Could do with criteria for this being 

displayed/explained. 

 

Just wish we didn’t have to plan to see the Dr of your choice a week in advance. 

 

Able to make in advance appointments more than 2 weeks in advance.  Would like to 

be able to phone and get one bookable a bit sooner.  

Would like to be able to make appointments in advance more readily – due to work 

restraints.  

 

Only slight problem I have ever had has been in trying to make an appointment with 

own doctor in advance – however haven’t had to do this for sometime so things may 

have changed in the meantime. 

 

Pre-booking appointments with Nurse Practitioner has been a problem although 

phoning on the day appointments have always been available – could more pre-

booked appointments be made available ? 

 

Need to book in advance to obtain appointments at a specific time. 

 

Very hard to make advance appointments. 

 

Appointments  - GP of choice 

 

Very difficult to get continuity and see the GP of your choice.  I really feel that there 

should be GP cover to 7.00 p.m. and some weekend cover. 

 

Appointments – general 

 

Appointment making is very poor. 

 

If a GP says “take these and see me in a week” this should give priority in arranging 

the appointment.  

 

Booking appointment not so good. 

 

I am deaf and make appointments by visit as I live near the surgery.  However, it 

would be helpful if I could make appointments by e-mail. 

 

 

 



Quality of GP etc. services 

 

Doctors make personal and unjustifiable remarks; show little sympathy with patient’s 

situations.  (Only Dr Krishnamoorthy is both sympathetic and approachable).   

 

Dr Duggleby’s bedside manner needs to change. 

 

Doctors do not give you a thorough examination. 

 

Yes one feels doctors can rush one if one is elderly, also the attitude of certain ones 

can be upsetting.   

 

Sometimes doctors are obviously under time pressure and this is inhibiting to 

communication. 

 

Reception  

 

Discreet voice tone preferred at desk – one of ladies is v. loud.   

 

Reception staff say they will do something.  Then check later and someone else 

knows nothing about it. 

 

Receptionists can be very abrupt answering telephone – I feel I am treated this way 

although don’t use the service often. 

 

Receptionists not that friendly. 

 

Reception staff are not very user friendly. 

 

Reception staff even seem hostile to each other and defensive.  “Well it was not me”.  

 

Each patient who enters the Health Centre is anxious about themselves and I feel your 

receptionists could be a bit more caring and tolerant at reception and particularly on 

the telephone.  Not everyone is a fool.  Thoughtfulness on both goes a long way.  

 

On a number of occasions I have rung to book an appointment and reception has been 

extremely rude and unhelpful. 

 

Telephone Services 

 

I think the telephone answering system may be improved especially around 8 a.m. but 

I’m not sure how ! 

 

Getting through on telephone early a.m.  Lines jam logged. 

 

Need improved/number of phones answering requests for appointments etc.  Often 

busy or lengthy “on hold”. 

 

 

 



Post Hospital 

 

Hospital say practice nurse will sort out arrangements.  Practice nurse says I have to 

ring hospital to sort it out.  Not at all helpful. 

 

Hospital follow up by nurse after being in hospital. 

 

Décor 

 

You need to put pressure on who is responsible for the very poor standard of the 

waiting room and facilities.  

 

Waiting room décor could be improved. 

 

In need of revamp. 

 

Exterior doors give scruffy appearance with multitude of different notices attached to 

glass.  Some uniformity would help. 

 

Outside premises paintwork – front door is poor. 

 

Car Park 

 

Approach to car park badly potholed and has been for some time in spite of 

complaints.  

 

You’ve got a big pothole in the road just beyond the entry point ! 

 

Make car parking herringbone much easier to get in and out.  Why not make use of 

some grassed area for parking ? 

 

Parking at times limited and cars park on the grass.  Extend hard surface to near 

hedge.  Correct flooding area. 

 

Doors 

 

Problem with “disabled” doors button not switched on and had to wait for someone 

else to arrive before I could enter the building. 

 

Toilets 

 

The public toilets (ladies) is not good.  

 

Ladies toilet (by reception) is smelly. 

 

Toilet doors sometimes wide open.  Can they have self closing device? 

 

 

 

 



Other 

 

Prescriptions – repeat – difficult when the patient has no computer. 

 

Ensure that flu vaccine always available until end of year.  

 

Had one occasion to call Out of Hours doctors.  Although many relevant questions 

were asked there was no visit at a time when I felt it was necessary.  Distance from 

Northallerton may be a problem but we would have preferred an on call doctor from 

Stokesley.  I made the call mid-evening.   

 

Lack of help in weight control after stopping smoking, despite advising me that 

assistance would be given as part of the campaign.  (All parties, including hospital 

after heart attack were at fault in my mind).  

 

Time taken for prescriptions to reach the chemist.  

 

Closure of surgery in the daytime for staff training.  Difficulty in making 

appointments as phone answer puts you on hold immediately if not an emergency. 

 

Can be difficult with w/e.  Can feel a bit isolated out of hours.   

 

We have had difficult experiences in the past when young children have been ill 

outside opening hours e.g. weekends/bank hols. 

 

Regret no direct weekend/bank holiday cover.  But thank you for all that you do for 

us. 

 

I have seriously considered moving to a different practice, and I may do so.  

 

Music in the waiting room to help pass the time – not too boring though.  Up to date 

magazines or ones not just relating to the older generation. 

 


