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SOUTHDENE MEDICAL CENTRE
“Improving the Practice” Questionnaire 2019/20
RESULTS

You can help the Practice to improve its service.


· The doctors and staff welcome your feedback

· Please do not write your name on this survey

Are you seeing:

· Doctor               
20%
· Doctor and Nurse
4%
· Practice Nurse

22%
· HealthCare Assistant 

· Other


4%
· No answer

50%
Date surveys completed – February & March 2019
PLEASE RATE EACH OF THE FOLLOWING AREAS BY TICKING ONCE ON EACH LINE:

	Access to a Doctor or Nurse


	

	1. Speed at which the telephone was answered initially
	No experience
2%
	Poor
4%


	Fair
10%
	Good
24%
	Very

Good
28%
	Excellent
32%
	

	2. Speed at which the telephone was answered if call transferred
	No experience
20%
	Poor
4%
	Fair
6%
	Good
18%
	Very

Good
20%
	Excellent
28%
	No answer
4%

	3. Length of time you had to wait for an appointment
	No experience
	Poor
10%
	Fair
10%
	Good
30%
	Very

Good
12%
	Excellent
38%
	

	4. Convenience of day and time of your appointment
	No experience
	Poor
2%
	Fair
8%
	Good
32%
	Very

Good
14%
	Excellent
44%
	

	5. Seeing the Doctor of your choice
	No experience
6%
	Poor
2%
	Fair
6%
	Good
22%
	Very

Good
12%
	Excellent
52%
	

	6. Length of time waiting to check in with Reception
	No experience
	Poor
	Fair
8%
	Good
18%
	Very

Good
18%
	Excellent
56%
	

	7. Length of time waiting to see the Doctor or Nurse
	No experience
	Poor
6%
	Fair
14%
	Good
24%
	Very

Good
12%
	Excellent
42%
	No answer
2%

	8. Opportunity of speaking to a Doctor or Nurse on the telephone when necessary
	No experience
22%
	Poor
8%
	Fair
6%
	Good
12%
	Very

Good
18%
	Excellent
32%
	No answer
2%

	9. Opportunity of obtaining a home visit when necessary
	No experience
50%
	Poor
2%
	Fair
4%
	Good
8%
	Very

Good
4%
	Excellent
30%
	No answer
2%

	10. Level of satisfaction with the after hours service

	No experience
36%
	Poor
2%
	Fair
4%
	Good
12%
	Very

Good
14%
	Excellent
28%
	No answer

2%

	Obtaining a repeat prescription


	

	11. Prescription ready on time

	No experience
6%
	Poor
2%
	Fair
8%
	Good
20%
	Very

Good
20%
	Excellent
42%
	No answer

2%

	12. Prescription correctly issued

	No experience
6%
	Poor
	Fair
8%
	Good
14%
	Very

Good
16%
	Excellent
52%
	No answer

4%

	13. Handling of any queries

	No experience
14%
	Poor
4%
	Fair
6%
	Good
14%
	Very

Good
24%
	Excellent
36%
	No answer

2%

	Obtaining test results


	

	14. Were you told when to contact us for your results?

	No experience
22%
	Poor
	Fair
12%
	Good
16%
	Very

Good
12%
	Excellent
38%
	

	15. Results available when you contacted us

	No experience
24%
	Poor
	Fair
10%
	Good
16%
	Very

Good
12%
	Excellent
36%
	No answer

2%

	16. Level of satisfaction with the amount of information provided 

	No experience
18%
	Poor
	Fair
10%
	Good
12%
	Very

Good
20%
	Excellent
38%
	No answer

2%

	17. Level of satisfaction with the manner in which the result was given

	No experience
20%
	Poor
	Fair
10%
	Good
14%
	Very

Good
14%
	Excellent
38%
	No answer

4%

	About the staff

	

	18. The information provided by the Reception staff 

	No experience
	Poor
	Fair
10%
	Good
18%
	Very

Good
22%
	Excellent
50%
	

	19. The helpfulness of the Reception staff

	No experience
	Poor
2%
	Fair
8%
	Good
12%
	Very

Good
26%
	Excellent
52%
	

	20. The information provided by other staff 

	No experience
2%
	Poor
	Fair
12%
	Good
8%
	Very

Good
30%
	Excellent
48%
	

	21. The helpfulness of other staff

	No experience
2%
	Poor
	Fair
12%
	Good
8%
	Very

Good
26%
	Excellent
52%
	

	22.  Are you treated with dignity & respect?
	No experience
	Poor
4%
	Fair
8%
	Good
6%
	Very

Good
14%
	Excellent
68%
	

	
	

	Services 
	

	23. Are you registered for Online Services at this practice? 
	YES 30%
	NO 62%
	No answer 8%

	24. If you are registered for Online Services, please share your experience
	

	Very good
Good to book non-urgent appointments

Sorry not used yet

Good

Not used yet

Very good

Only recently registered, no experience yet

I keep having problems logging in. Keeps telling me password incorrect
	

	25. Is there any other service you would like to see carried out at this practice
	

	There is nothing to improve as its an outstanding practice
No 

Not sure

N/A
	

	26. My overall satisfaction with this Practice
	
	Poor
	Fair
10%
	Good
4%
	Very

Good
28%
	Excellent
48%
	No answer

10%


HOW LIKELY ARE YOU TO RECOMMEND THIS PRACTICE TO FRIENDS & FAMILY

	Extremely likely

	Likely

	Neither likely nor unlikely

	Unlikely

	Extremely unlikely

	No answer

	72%
	16%
	6%
	2%
	
	4%


Tell us why you gave that response:

The team are friendly and approachable
All staff helpful

Because this dictors is an outstanding practice and very friendly staff too

Best practice I have used

Everyone really cares and the service is excellent

Always willing to help and will always attempt to get appointment ASAP. 

Staff, nurses and doctors friendly

Always friendly and welcoming. Dr Wilson is excellent

Staff is fantastic / Doctors
Best service, always get appointments, Brilliant!!

Great service

Im happy with the service, the doctors are excellent

Very good service

Always had reasonable experiences at practice. Reasons given if not able to help

Always helpful, friendly and efficient. Always do a great job. Staff/Doctors/Nurse

Fantastic team - doctors/nurses and receptionist. Outstanding service
Able to get appointments quickly, always seen on time

Friendly and approachable people

Very happy with all service provided

I have recommended someone

Can always get appointment

Always happy with service

Good staff and also very helpful

Always been treated very well at this practice

Always great service – fast appointment turnaround 

Very good staff

Efficient service, friendly staff

Excellent staff and doctors
The following questions provide us only with general information about the range of people who have responded to this survey. It will not be used to identify you, and will remain confidential.

	What is your gender?
	Male 40%
	Female 56%
	Transgender
	No answer 4%

	How old are you?
	 Age range 22 - 72
	No answer 4%

	
	
	
	
	
	
	

	Do you consider yourself to have a disability?
	YES 28%
	NO 58%
	No answer 14%


	We are always looking at ways to improve our service, do you have any suggestions, complaints or comments?

	Friendly – Doctor is great

There is nothing to improve as it is a very good friendly practice
The young man on reception is very helpful, Lisa the nurse is brill!! No other comments

No. The service is excellent

None absolutely perfect!! (
No problems

Im happy with the staff and service. They are respectful towards me

No complaints excellent surgery!

Try and sort the online services issue because I have to get the receptionist to keep resetting it

No improvement needed

Yes – mint humbugs at reception


Please place your completed questionnaire in the box or hand it to a member of staff

Thank you very much for your time and assistance

Page 3 of 4

