2013 - 2014 Patient Participation Report

Jenner Practice - 201 Stanstead Road, Forest Hill, SE23 1HU

A Description of the profile of the members of the PPG/vPPG

The Jenner Practice Patient Participation Group (PPG) consists of two subgroups:

1. Face-To-Face (PPG - Patient Participation Group) - group that meets up face-to-face at least 3 times a

year.

2. Virtual Patient Participation Group (VPPG) — a group which we consult on a regular basis via email.

The current PPG & vPPG is reasonably representative of our practice population as shown by the graph below.
Our membership age range is between 23 & 78.
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There is a good representation of different ethnic groups within practice population. The diagrams below
(Lewisham’s Population and PPG/vPPG Ethnic Breakdown) show comparison of ethnic breakdown between
Lewisham population and the Patient Panel. Unfortunately, we don’t have the ethnicity information available for
the whole practice population.

Lewisham Population 2013

Indian, 2%

Pakistani, 1%
i Bangladeshi, 1%

B White

Other, 3% Chinese, 1% B Black Caribbean

Other Asian, 3% m Black African

Black Other, 6% ® Black Other
White, 57% B Other Asian
H Other
Black African, 14% M Indian
m Pakistani
Bangladeshi
1 Chinese

Black Caribbean, 12%

PPG / vPPG Ethnic Breakdown

1 0,
Other Asian, 3% Chinese, 3%

Indian, 6%

B White

H Black Caribbean

White Irish, 9% ® White Irish

H Indian
White, 69% m Other Asian

Black Caribbean, 10%
m Chinese




The steps taken to ensure that the PPG / vPPG is representative of our registered patients and where a
category of patients is not represented, the steps we took in an attempt to engage that category

The Jenner Practice has a long history of patient involvement which has seen many changes over the years and
we are continuously engaged in recruiting new members. During our 2013 / 2014 campaign we have been
handing out forms in waiting room, we advertise through our website, have a secure online signup form and we
have a message on our patient caller display system.

We will be taking a direct approach during 2014 / 2015 by speaking to patients in the waiting room and
encouraging them to be part of the group. The direct approach will be particularly targeted at under-represented
patient groups such as young people, disabled patients and a more diverse ethnic group. We hope to involve our
current Patient Group to help sign up new members.

Details of the steps taken to determine and reach agreement on the issues which had priority and were
included in the local practice survey

The Patient Participation Group has been meeting regularly, at least 5 times a year as well as continuous
communication with our Virtual Patient Participation Group. During our meeting on 10" December 2013 the
decision was taken on the priority areas that should be addressed and included in the local patient practice
survey. We also communicated with our Virtual PPG during this time and had their feedback. It was agreed that
we should keep most of the questions from our last survey the same so that we can get a direct comparison to
see if our services have improved. However, we did add a few suggestions that both the PPG and vPPG provided.

These were:
1. Change question order from previous survey.
2. Added ‘VOS Online Appointments’ and ‘Prescriptions’ into the 10 point scale.
3. Change wording from ‘Are you aware’ to ‘Do you know how’.
4. Added ‘Age’ and ‘year’ bands to make collating the information easier.
5. Added ‘Sexual Orientation’.
6. Added ‘Are you a carer’.
7. Added ‘Ethnicity group options’.

The manner in which we sought to obtain the view of our patients

After receiving all our PPG & vPPG’s comments and suggestions our 2013 / 2014 Patient Survey was LIVE and
ready by A January 2014 and ended on Wednesday 5 February 2014. 6548 text messages were sent to patients
informing them of the survey. 1076 emails were also sent to patients to inform them of the survey. We had a
total of 538 completed online surveys. 300 Paper surveys were given out to patients at reception and copies
were left on the reception desk for patients to complete. 550 Paper surveys were also posted to patients over the
age of 70 years on 9" January 2014. Out of the total 850 surveys printed, which include the posted letters, 217
were completed. The online statistics were automatically generated by SurveyGizmo and the paper surveys were
collated by the Patient Participation Group. The Jenner Practice then incorporated all the statistics into the graphs
which you can find below.




Details of the steps taken by the practice to provide an opportunity for the PPG / vPPG to discuss the contents
of the action plan.

On Tuesday 18" March the members of the PPG were invited to a meeting to discuss the results of the patient
survey and agree the content of the action plan.

The meeting was attended by 6 members of the Patient Participation Group including Jeanette Garforth (Practice
Manager). We also emailed our vPPG on 6" March 2014 with the results and comments from our latest survey.

This year’s patient survey was discussed in detail and an action plan has been produced based on the feedback we
received.

Details of the action plan setting out how the finding or proposals arising out of the local practice survey can be
implemented and, if appropriate, reason why any such findings or proposals should not be implemented.

From the findings of the 2013 - 2014 survey an action plan was agreed by the PPG & vPPG members on Tuesday
25" March 2014 through liaisons with the PPG on Tuesday 18™ March 2014 and vPPG via email. From the replies
we received from both groups and the partners, the following priorities were agreed.

Appointment System
Receptionist Training

Vision Online
Communication with Patients

= =4 -4 -9

A summary of the evidence including any statistical evidence relating to the findings or basis of proposals
arising out of the local practice survey.

The summary of evidence below supports the decisions made by the PPG / vPPG about actions which should be
addressed based on the latest survey.

All comments below were made by patients who completed the 2014 Patient Survey.

77 comments regarding our appointment system and 14 comments regarding extended appointments.
29 comments regarding the receptionists and further training

59 comments regarding our Online Services (VOS)

Overall, it was clear that patient communication could be improved and the website be updated more
regularly

=a =4 -4 -9

The full survey results are attached at the end of this report




Changes we intend to take as a consequence of discussions with the PPG / vPPG in respect of the results,
findings and proposals.

The main points are displayed below along with an action plan. Overall, the results we received from the survey
were again, very good with a total of 76 positive comments.

Points Addressed

Completion

Appointment System

We aim to improve availability of appointments by
piloting a walk-in-clinic and releasing routine
appointments on a daily basis.

By regularly updating the website we will strive to
achieve better transparency regarding the process
of booking appointments.

Action Plan

Appointments will be divided into

A) routine appointments

B) immediate care

C) urgent care

D) and appointments devoted to
dealing with chronic and complex
needs.

DELS

31* May 2014

Reception

We are continuing to take steps to improve
receptionists training and to respond to the needs
of our patients

All reception staff will have further
customer care training to improve the
standards of the services offered.

We intend to employ 3 new
receptionists in order to respond more
effectively to the needs of our patients.

30" September
2014

31° May 2014

Vision Online
Patients can email a designated staff member if they
experience problems with this service.

Information is available via our website;
however, we will also ensure that an
FAQ and troubleshooting tips leaflet is
available at reception.

We will be nominating a designated
member of staff who can be contacted
directly by phone to resolve any
problems you have with Vision Online
Services.

30" July 2014

Communication with Patients
The website will be reviewed and updated monthly
by a designated member of the team.

MJOG or email will be used to alert patients about
important issues in the practice.

Improved information for patients about how best
to access the services we offer both online and in
the waiting room.

We intend to improve communication
with patients by updating the website
with the following information:

9 Regular information updates,
such as; appointment times,
opening hours, staff changes,
services offered etc.

9 More detailed information
about the appointment system
and how to make best use of
appointments offered through
the website and leaflets
available at reception.

30" June 2014




\ Outcome from last year’s Action Plan:

f  Remove Automated Telephone Booking System.
Due to various complaints and feedback we gained from last year’s survey we successfully replaced our
telephone system. We researched various companies and decided to go with a company called StoraCall.
This has eliminated the perpetual looping technical glitch and overcomplicated menu options.

Explore installing new Telephone Calling System
As mentioned above.

Improved booked appointment availability
This is an ongoing issue and has been addressed in the latest 2013 / 2014 Action Plan

1 Increase Telephone Consultations Available
More telephone consultations were made available and we will continue to monitor this.

9 Develop Online consultations for Routine Queries
We’'re still waiting for our current Clinical Provider to provide us with this facility. As soon as it becomes
available, we will implement the system and advertise the new service. Unfortunately, our clinical
provider hasn’t given us a conclusive date but we hope that it should be available towards the latter part
of 2014 or early 2015.



The opening hours of the practice premises and the method of obtaining access to services throughout the core
hours and extended hours arrangements.

When the premises are open.

Day ‘ Morning / Evening
Monday 7.30am —7.00pm
Tuesday 8.00am —6.30pm
Wednesday 8.00am —6.30pm
Thursday 7.30am —6.30pm
Friday 8.00am —6.30pm
Saturday / Sunday CLOSED

When the telephone lines are open

Day Morning / Afternoon

Monday 8.00am — 6.30pm
Tuesday 8.00am — 6.30pm
Wednesday 8.00am — 6.30pm
Thursday 8.00am — 6.30pm
Friday 8.00am — 6.30pm
Saturday / Sunday CLOSED

Appointment System
The following range of appointments are offered:

Advanced up to one month

48 hour appointments

Un-booked — available daily

Telephone Consultations

Duty doctor cover for emergencies, home visits, 3" party queries and patient queries.

= =4 -4 A -9

Extended Hours Access
There are doctors providing extended hours during the following times in the week;

Monday 7.30 —8am AND 6.30 — 7pm.
Thursday 7.30 — 8am.

Out of hours (weekends and night cover)

If you have an urgent medical situation outside the Surgery times, please ring NHS 111 Service.
Medical help fast but NOT a 999 emergency

Telephone: 111

If you have difficulties communicating or hearing. Text Phone: 18001 111

Alternatively, you may wish to access the NHS "Walk-In-Centre" at Henderson House, 40 Goodwood Road, New
Cross SE14 6BL.

No appointment is needed. For opening times, please ring 020 7206 3100



) |
= '+ 2014 7 Patient Survey Results

Online + Paper Survey Results Combined

The figures below are from our 2014 Patient Survey which started on Tuesday 7 January 2014 and
ended on Wednesday 5t February 2014. The Jenner Practice set up a Patient Survey which was
available via our practice website using SurveyGizmo. 6548 text messages were sent to patients
informing them of the survey. 1076 emails were also sent to patients to inform them of the survey. We
had a total of 538 completed online surveys. 300 Paper surveys were given out to patients at reception
and copies were left on the reception desk for patients to complete. 550 Paper surveys were also posted
to patients over the age of 70 years on 9th January 2014. Out of the total 850 surveys printed, which
include the posted letters, 217 were completed. The online statistics were automatically generated by
SurveyGizmo and the paper surveys were collated by the Patient Participation Group. The Jenner
Practice then incorporated all the statistics into the graphs you see below

Please see Appendix 1 & 2 (at the bottom of this document) to view all comments made by patients.

Q1 - Using a 10 point scale where 10 IS EXCELLENT AND 1 IS VERY POOR. How would you rate the
following questions from your experience of being a patient at the Jenner Practice? If you can't answer
a statement, please leave it blank.

EXCELLENT

(A) - Being able to see a doctor quickly
(or within 2 days) if it was urgent

H10 W9 W8 m7 W6 W5 W4 m3 72 m1l

EXCELLENT

(B) - Doctor helpful in explaining your
medical condition(s)?

H10 m9 m8 m7 W6 m5 W4 m3 =2 m1l

264

173
145

80

40
1 16 13 ; 3




EXCELLENT

(C) - Doctor answering your questions

H10 m9 m8 m7 m6 m5 w4 m3 =2 m1

292

165
147

68

34
13 1 5 3

EXCELLENT

(D) - Doctor explaining how to take your
medicine(s)
H10 m9 m8 m7 m6 m5 m4 m3 "2 m1l

269

150
124

61 47

29

EXCELLENT

(E) - Doctor treating you with respect

H10 W9 m8 m7 W6 W5 W4 m3 72 m1

396

153
103

45
31 14 9 7 5 3




EXCELLENT

(F) - The competence of the nurse who
treated you, if you saw one

H10 W9 m8 m7 W6 W5 W4 m3 "2 m1
358

152

91

39 22 1

EXCELLENT

(G) - The treatment or advice you received

H10 W9 W8 m7 W6 W5 W4 m3 72 m1l

273

175
134

70
42

EXCELLENT

(H) - The helpfulness of the receptionist who
dealt with you

H10 W9 W8 m7 W6 W5 W4 m3 72 m1l

302

159
109
61

36
33 13 8 10 9




EXCELLENT

(1) - Getting through on the phone quickly
H10 m9 w8 m7 m6 W5 W4 m3 72 ml

125

EXCELLENT

(J) - Making an appointment using our Online
Services (VOS)

H10 m9 w8 m7 W6 m5 W4 m3 12 m1l

122
68 72
54 49 16
34

EXCELLENT

(K) - Ordering a prescription using our Online
Services (VOS)

H10 W9 W8 m7 W6 W5 W4 m3 72 m1l

43

103
a8
35 59 g9 34
N




EXCELLENT

(L) - Access for disabled patients

H10 m9 m8 m7 m6 m5 w4 m3 =2 m1

121
49
40
20 16 14 i
B 0 o O

Q2 - Using a 10 point scale where 10 IS VERY LIKELY AND 1 IS VERY UNLIKELY. Please answer the
guestion below.

VERY LIKELY VERY UNLIKELY

How likely is it that you would recommend
your GP Practice to family and friends?

H10 W9 m8 m7 W6 m5 W4 m3 =2 m1l

331

e 40
| P L
L

Q3 - For urgent-on-the-day matters, please write the number from 1 to 5 in the boxes below to choose which
would be your preferred choice. If you do not wish to make a choice for a particular option, please write ‘NA’.

Option Rank
A — Telephone Consultation with GP 2
B — Telephone Consultation with Practice Nurse 4
C - Online Consultation with GP 3

D — Online Consultation with Practice Nurse

E — Booked Appointment with any available GP




Q4 — Do you know how to book a Telephone Consultation with a GP?

Do you know how to book a Telephone
Consultation with a GP?

= Ves Yes No
379=51% 368 =49%
H No

Q5 - Do you know how to book appointments and order repeat prescriptions online using our website?

Do you know how to book
appointments and order repeat
prescriptions online using our website

Yes No
M Yes 424 =59% 295 =41%

E No

Q6 — Do you know how to record your blood pressure, weight and other tests using our two Surgery Pods?

Do you know how to record your
blood pressure, weight and other tests
using our two Surgery Pods?

Yes No
HYes 418 = 56% 328 = 44%

H No




Q7 — 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.

How old are you?

m Age of patients who took part in survey
180
161

160 146
140
120 114
100

80

61
60
40
0 ____'_- T T T T T
0-10 11-20 21-30 31-40 41-50 51-60 61-70 71-80 81-90 91+
Are you Male or Female?
Are you Male or Female?
m Male

Male Female
M Female 260 = 35% 478 = 65%




How many years have you been attending the practice?

Number of years attending the practice

132
105
81 77
65
61 60
] I i I 52 54
0-1 2-5 6-10 11-15 16-20 21-25 26-30 31-35 36-40 41+
Are you registered Disabled?
Are you registered Disabled?
M Yes Yes No
= No 58 = 8% 670 = 92%
Sexual Orientation
Sexual Orientation
700
600
500
400
300
200
100
O I I
Heterosexual Lesbian Gay Bisexual
B Sexual Orientation 629 7 20 19




Are you a carer?

Are you a carer?

Yes No
70 =10% 639 = 90%

H Yes

H No

Ethnic Group

Other: Any other ethnic group
Other: Arab

Mixed: Other Mixed

Mixed: White and Asian

Mixed: White and African

Mixed: White and Caribbean
Black or Black British: Other

Black or Black British: African
Black or Black British: Caribbean
Asian or Asian British: Asian Other

Asian or Asian British: Chinese

Asian or Asian British: Bangladeshi | 0

Asian or Asian British: Pakistani 1

Asian or Asian British: Indian 10

White: Other 47

White: Irish 26

White: British 341

0 50 100 150 200 250 300 350 400




APPENDIX 1

Category Comment Totals: Online + Paper:

Category | Total |
Appointments 77
Appointments - extended 14
Care 22
|Happy 76
[Named GP 8
[Not online 14
other 12
[Parking

|Pharmacy

[Pod 22
|Privacy 6
|Punctua|ity 10
|Punctua|ity - patient late 2
|Reception 29
[Remote consultation 19
Survey 4
Telephone 17
Telephone - access 2
Vision Online 48
Vision Online — Appointments

Vision Online - Prescriptions

Web and info 8




APPENDIX 2

Patient comments:

Category

Comment

Appointments

06 March 2014

10

11

12

13

14

15

16

17

more doctors and nurses

The system when booking a appointment with the doctor and them triaging is quite
frustrating especially when | am ringing when my baby daughter is unwell. When | rang | was
on the afternoon list for a call back and was eventually seen by a doctor that evening.

There are never any appointments available. It seems that you need to know when you are
going to be I'll. it's extremely difficult to see one of the good doctors.

For years Before the triage service was launched | was able to speak to a doctor at anytime.
Now it is impossible to speak to a doctor. Bring back being able to speak to any available
doctor on the phone. Also it would be useful to be able to speak/see a nurse if a doctor was
not available.

| have sometimes felt that the time of the appointment was not sufficient. One GP once told
me that the time was not enough to cover all | needed to ask so | needed to book another
appointment. | believe that within reasonable limits such restrictions shouldn't be made or
should at least be flexible according to one's needs.

Still difficult to see doctor of choice within a week but usually can in about 2 weeks - obviously
not urgent consultation. Maybe this is the best we can get in an increasingly busy practice!

Not having to wait so long to get an appointment with a GP, it is usually at the least a week in
advance to book in. Emergency appointments are only available if you are lucky enough to get
through first in the mornings. Feel like you have to plan when you are going to need your
doctor which is not realistic.

online hardly available; not getting appointment when needed on same day

To have to wait 2 weeks to see a doctor is not acceptable especially when you say you would
accept any doctor and at any time - could this explain why some patients go to A&E.

being able to see a doctor quickly when you think it's urgent.

Try as much as possible to get a faster turnaround for patient appointments
To have more on the day appointments available

More availability for an appointment of your choice

Let me book an in advance non urgent appointment when | need one.

Less waiting for appointment

Appreciate GPs are very busy and overloaded, but on some rare occasions it is helpful to be
able to make appts with a particular GP within a couple of days. That's the reason giving 7 or
8. Cannot use phone, as | am unable to hold phone for long period. Very grateful for the
services from Jenner. No complaint..

Being able to book an appointment with a doctor rather than being accessed by your need by
a receptionist.



Category

Comment

Appointments

06 March 2014

18

19

20

21

22

23

24

25

26

27

28

29

30

31

32

33

It would be extremely helpful to be able to book appointments over the telephone system like
before. | have no idea why you took this important service away as it has always worked for
me. | had to book the first available appointment to see my GP. - | was prepared to wait the 3
weeks

| appreciate that services are stretched across the NHS, but waiting times at the practice seem
to be unacceptable at times. Please make this your priority when looking at how to improve
services.

The system you have for getting a same day appointment is no good for me as | work shifts
and | am not allowed to have a phone with me at work.

Booking an appointment is very difficult now, the old way of phoning at around 5am was
actually much easier.

... except getting to see a doctor quickly if necessary. Turning up at Reception doesn't always
work

could not get appointment as | had bad chest and back pains and explained on the phone,
ended up calling ambulance in evening so much pain

| preferred the early morning telephone booking service for urgent appointments that are
released that morning i.e., calling at 6am and getting a 8.30am appointment confirmed that
day.

Bring back the telephone booking service.

trying to get a same day appointment (or same week for that matter) has proved impossible
since the service changed to online only. They are always booked up. Not always practical for
patients who don't work locally to await a phone call if they are feeling unwell but go to work
only to be told to come in to see the doctor for diagnosis and prescription. Some cant afford
to hang around at home all day if they need a prescription or referral for tests. It is not usually
possible to predict when you are going to feel unwell, so advance booking only useful for
routine or non urgent consultations. There should be some provision to make same day
appointments.

A better and more easily accessible walk in service would be most welcome. I've just made
the earliest appointment | could with the doctor | wished to see for 8 days time! By then the
reason for the appointment may well have cleared up on its own...

In the absence of 'on the day' GP attention, what else is left but controversial visiting of A&E.
One cannot book an illness. Chronic conditions are not the same.

Having to tell receptionist why you need an appointment is embarrassing. Being able to book
an appointment over the phone without speaking to reception is a great loss

A doctor could be available for a walk in service for urgent on the day matters Unclear what
time to ring to get an appointment on the same day

Over the 5 or so years at the Jenner Practice | regularly had to wait one to two weeks for a
doctors appointment and could not get through on the telephone on most occasions. The
automated phone system rarely worked for booking appointments. It was too generalised and
often cut you off even with the improvements.

The only problem | ever encounter is in trying to book a routine appointment.

The waiting time for doctors to call back is too long.



Category

Comment

Appointments

06 March 2014

34

35

36

37

38

39

40

41

42

43

44

45

46

47

48

49

50

51

52

53

Most important, being able to see a doctor within a couple of days, not 2 weeks, by which
time either have to go to A&E or self diagnose and attempt to treat!

Telephone booking appointments - bring it back.

Make it easier to book appointments. Bring back the telephone booking system as it was a lot
better that way.

Have more appointments available to book on the day or to book in advance. Bring back
telephone booking system. It was a lot easier to book in advance or on the day.

In spite of calling early in the morning, it seems to appts have normally gone within 5-6
minutes, and only telephone consultations left. Is it possible to get more doctors working in
the morning?

For urgent sickness, urgent booking with any GP will be very helpful and appropriate.

It is not very easy to make an appointment with my chosen doctor. Sometimes | have to wait
a long time. Allocated time for individual patients is not long enough. Practice needs more
doctors. Appointment systems need improving.

The telephone system of getting a call back from a GP when urgent queries have arisen is
helpful and been reassuring when we've used [it].

The process needs to prioritise face to face appointments with GPs. Seems like we need
another GP and more practice nurses.

Length of time to be able to see a GP when non-urgent
Walk-in surgery;

| feel the service of booking a future appointment has not improved. Also the check on your
appointment is impossible as it takes forever to get through on the phone, where before you
could just do the touch phone check-in.

The main concern of mine would be getting an appointment within 2 weeks, I've not been
able to get an appointment with any GP last few times | looked online (Nov and Dec), and
certainly not with a GP of my choice....

sometimes | think maybe a walk in system would be good on odd days.

It would be good to be able to book a GP appointment sooner than 2+ weeks which is always
the answer when | ring up. | do not think it should be necessary to be having a "medical
emergency" to see a GP quicker than 2 weeks' time.

Booking appointments by phone on the day has got a bit easier than it used to be (there seem
to be more made available for booking on the day), but still difficult. And making
appointments a couple of days ahead seems impossible - either by phone or online.

More online appointments need to be available for patients.
Bring back the automated service
Appointment system is too complicated and varied.. Priority should have criteria..

| called into the surgery to make an appointment but was told | had to phone up on the day
for an appointment and when | did all the appointments were booked. Quite frustrating.



Category

Comment

Appointments

06 March 2014

54

55

56

57

58

59

60

61

62

63

64

65

66

67

68

69

70

71

More appointments with doctors within a day or so of searching online, calling and visiting the
surgery would be appreciated.

Trying to get an appointment with a doctor even over the phone proves to be difficult
especially when one is working during those hours

The service is good when you can get an appointment.

There seemed to be just one doctor in the building at that time, which seems to be a shocking
schedule and the reason why people can be seen normally on one day.

Re urgent appointments: Not many people have access to internet and not many even know
how to use it, so "any available GP or practice nurse" will be good...

The walk-in blood test taking sessions are most useful.
It is not easy to make appointment with the doctor of my choice

You really only need phone consultation if you need advice and feel it does not warrant seeing
the doctor. Most people know when they need to see a doctor. Maybe for a cold/flu or
general common illness the consultation would be good to help with the curr

| do not think the telephone service is sufficient and more often than not, they ask you to
come in for further analysis, so what’s the point? [choice of urgent on the day options]

Re Q1 A-1am unable to answer this because my definition of urgent may not be considered
urgent by the reception staff; e.g. a lump (increasing in size) on my neck that has been dealt
with and perceived by Jenner staff and doctors as a fairly trivial m

Disappointed you have discontinued the automatic appointment bookings by telephone.

However | do feel that the business and volume of patients causes problems. | have found it
very difficult at times to book an appointment and the systems re. which appts are bookable
online or over the phone are over complicated.

on the day booking of appointment still remain the best as it offers opportunity to discuss
with the doctor and the doctor can examine the patient instead of talking on the phone. it
also help workers to see the doctor and go back to work

I have a specific condition so on line is not really relevant. If | am unwell, which is not very
often | Would very much prefer to see a doctor asap | am sure there will be other patients
who are in the same category

Would like to go back to booking appointment by phone when you are closed i.e. on the day
appointments

Since the new 'on the day' bookings only, | feel the service has dramatically declined! Such a
shame that such a good GP has changed so drastically for the worse! If someone is unwell, it is
unacceptable to assume they are able to wait until 12noon for a telephone consultation, for a
Dr to simply palm them off over the phone.

Patients should be able to see a doctor on the day they present themselves at the surgery or
contact on line. The booking system is far too complicated. There is no reason why one should
have to wait four or five days to see a GP.

The policy over Christmas of having to call on the day for an appointment was a little
frustrating, but understandable given the time of year.



Category

Comment

Appointments

Appointments -
extended

06 March 2014

72

73

74

75

76

77

1

More appointment available when you call early

some scheme whereby those of us who need to see or talk to a doctor but can't get to a
phone at 8:00 or 8:30 stand a chance - maybe release appointments in blocks from 8:00 to
10:00

| would prefer to be able to book appointments in advance rather than waiting to telephone

at 8 a.m. on the morning - the same as everyone else does - and hope that you can get to see
the doctor of your choice. If you book in advance you can then ensure you see the doctor you
want to (to carry on your ongoing treatment) and can book the date/time that is convenient.

Friends & colleagues tell me they have experienced difficulties obtaining a telephone
consultation with a GP and thought they had been triaged by a clinically untrained
receptionist.

The most important part of the GP service for me is that it is possible to book an appointment
quickly- within the next few days (1-3). This was not always possible and | had to wait up to a
week to see a GP. The suggestion to call the next day and try to book is not very practical as
many patients are trying to get through at the same time. If you are not feeling well, you want
to see a GP within a couple of days, ideally.

| would like to see more appointments available when you call up. | do like that a medical
practitioner will call you back and if it is serious enough they will ask you to come in.

A significant benefit for me would be blood tests available at weekends - this would prevent
me missing work in the week

| work and seeing a doctor out of normal work hours is impossible.

Saturday appointments could be made available for more urgent cases arising on a Friday that
can't wait until Monday or beyond.

It would be GREAT if you could open in the evening so | don't have to take time off work to
come to the doctor.

I've not seen a GP in ages because attending appts during the day is a nightmare for me-you
used to do Sat clinics which helped a lot, though the extended opening helps-I didn't know
about them until | tried to make an appt the other day and now have an appt at 7.30am so
that I'm not late for work.

Frankly, even were | minded to have what | regard as a relationship with the practice, it's
impossible for me to do so. | go to work before it opens and get back after it shuts (even
'extended' hours). There should be weekend opening - not locums; and early or late during the
week. | am a patient who takes the trouble to inform herself about health and | would expect
an adult relationship of mutual respect with 'my' GP.

| would like to book commuter / first thing in the morning appointments online. At the
moment the only way you can get a commuter friendly doctors appointment is to wait until
the surgery is opens and call in. This usually means having to wait a few days before your
appointment, which often means the symptoms get worse and you have to suffer
unnecessarily.

Saturday service



Category

Comment

Appointments -
extended

Care
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Surgery opening until 8pm in the evenings Saturday surgery until 2pm Surgery to have open
day to present PowerPoint about the development of surgery - leaflets paste on the wall is
not always helpful and could be better organise. Open day to meet GPs ad there several new
doctors

The practice should open on Saturdays for those who have difficulties taking time off work
Evening and weekend appointments.
Sit and wait morning appointments

Opening hours do not cater for those of us who work. it seems almost impossible to get an
urgent appointment with the result that | normally end up paying to seem our company Dr.
clearly not ideal as they don't have my full medical notes.

Opening times need extending - later in the evenings and Saturdays are a must.

Most of the doctors | do see are excellent. Unfortunately there are a couple who really let the
team down and lack some basic people skills, hence my mediocre marks above.

The present systems whereby an early morning phone call results in waiting for a GP to phone
back, when the symptoms are painful and need instant diagnosis and medication, are
unacceptable. Telephone diagnosis, to save a doctor’s visit, is unsatisfactory

| am grateful for the system used for annual ‘flu jabs - the appointment system works well.

The Doctors should have patience to listen the patient's problem. My case got worse and
serious when my doctor did not took it seriously. Then | changed the doctor, and suffered 8
months treatment for sever infection (which was nothing at start) Some Doctors also
discriminate, so we have to changed the doctor. Some doctors say why u came instead u
should book telephone consultation. But some time its necessary to see doctor face to face
because patient know what he is suffering from. Hope u will solve these problems for future.

Respect for patients is vital and listening to their concerns and needs.

The doctor didn't take me seriously went | went in with my 16yr old daughter. | was treading a
thin line between not losing my daughter's trust and trying to tell the doctor what was really
going on.

| have found your service quite hit and miss over the past year. I've seen 3 or 4 doctors and 2
nurses on different occasions. All were nice except for one doctor who was very unpleasant. |
have reflected that in the scores.

| think that data is not collected well.. blood tests from different hospitals do no t appear do a
doctor cannot see trends but seems to.me just deals with numbers

Decisions on care/treatment seem to be based on cost as the primary consideration. This
causes delay where less effective alternatives are tried first. Ultimately this wastes not saves
money (and time) and causes distress/further pain/suffering to patients.

Service delivery is on the whole good but it is variable from GP to GP, from Practice Nurse to
Practice Nurse. On the whole, Dr. Augustine is excellent, in terms of treatment, advice, etc., |
prefer to see same GP but have my 'reserve(s). Dr. X | would only see if it was a dire
emergency.
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Also rather than telling patients that there's nothing physically wrong with them because their
latest basic tests came back clear, despite ongoing symptoms, GPs should take a more open
approach and admit that they do not know everything, cannot test for everything and not all
tests are completely accurate. Many seemly unrelated symptoms in a patient may be related
on a more general system level and may stem back to simple things like vitamin and mineral
deficiencies, and suggesting dietary and lifestyle changes may help a lot of people. Also, telling
somebody with ME that they will probably not recover because they've had fatigue for more
than 3 months is not helpful to anybody. In addition, extra care should be taken when dealing
with patients with mental health problems, as they are unstable and often GPs are their only
hope. One tactless comment or an uncaring attitude can easily make the patient worse, but
doctors who really seem to care can help patients like this to feel more positive.

Dear Sir, My overall experience with your staff is positive. However | do not feel that such
survey is a justified method of judging their performance. I'm most surprised as the detailed
documentation of each of my visit must have provided you with a mass of information about
the services in the practice. My experiences with health services in London show that one very
good doctor and several kind receptionists make a huge difference. They have contributed in
keeping me feet to work and study. The service is about concrete people and it's not my role
to point to them but with all due respect it's your job to keep the best and dedicated ones.
Best Regards, B...

On the positive side the midwives were helpful and seemed to have more time available to
check you over and check for any problems. | found three of the doctors | had to be unhelpful
and blunt, one was rude and dismissive, however one | had was pleasant.

| like Thurs when Dr. Van Cooten is on phone

The ethos of the practice has deteriorated with every one of the 27 years | have been using
the practice. Doctors and nurses do not seem to want to do the jobs they are paid for - entry
into the consulting rooms elicits "you should have gone to nurse/chir

GPs to know and to make processes really clear to patients - don't leave us with blood forms /
referrals / test results to chase without clear, reliable instructions. There seems to be an
assumption that patients will get it right somehow - maybe that reception will just sort it all
out - the reception might not know what the GP told the patient and might not have all the
info to ensure a smooth forward process. This is not fair on the patient in the middle. Thank
you.

| had a doctor who didn't seem to take me seriously.

Although | get very good service from the Jenner, it would be nice to see a doctor for minor
problems and not just major ones.

Communication between doctor and patient needs attending [to].

The GPs I've seen haven't smiled when | meet them (often for the first time). When | recently
had a smear test | found the nurse was grumpy and | felt that she took this out on my cervix
e.g. when | flinched because it hurt she didn't say sorry, even if superficially. Once she had
finished and asked me to dress, she didn't make it clear that was the end of the appt so | sat
back down.

If a Doctor doesn't know about a particular condition it would be better for them to refer a
patient to someone else rather than give bad and ill-informed advice. | feel very let down by
the quality of the consultation and advice received which means I've now decided to receive
treatment privately at my own enormous expense. | expect more from the NHS and have had
excellent service by other GPs in other surgeries



Category Comment

Care 22 Some of your questions are difficult to score for example some of your GP's are excellent.
They treat you with respect, give you a thorough examination and lesson to how the
symptoms or medical condition effects you. Other GPs | just avoid.

Happy 1 Iconsider the Jenner practice offers an excellent service: helpful staff, well organised, caring
(if v. busy) GPs. Defent the NHS!

2 |think the Jenner has made several improvements in recent few years. Compared to what
people say about their local surgeries | think we now have better access to appointments and
advice than in many other health centres.

3  Keep doing everything you already do!

4  |grew up in Forest Hill and have been registered [for 41+ years]. My medicines are provided
by Rickman's and | have not been let down by their delivery service. Apart from 2 times in
the years | have had no trouble with the receptionist's desk dealings

5 It'svery good

6  Overall service is very good and has improved greatly since moving to the area 20 years ago.

7  Ithink you do very well as you are

8 Ithink you are doing a fantastic job at the Jenner and at Lewisham hospital too. Thank you.

9 I think given the incredible changes you are having to manage, you are doing very well.

10 Ilove my practice as they always do their best to help.

11  Ithink you're doing very well. Thanks for all your support

12 Very happy with the service provided. Please keep it up.

13 |I'm very happy that | I'm with the Jenner centre

14 Very good service, keep up the good work.

15  Since | have been here the people who work here have been so helpful and GPs are good.
16  Very helpful services.

17  Thank you for all that you do

18  The best surgery in town

19  Apart from that, great service always in surgery, credit to NHS.

20  Very good

21  Very happy with the clinic service.

22 Very pleased with the Jenner, been using them for over 30 years without any problems.
23 Very satisfied - no comments

24 nice staff
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An excellent G.P. Practice. | would consider the users of the practice to be very fortunate. I've
been using the practice for over 20 years and never encountered a problem.

| suffer from a fairly obscure condition which necessitated referral to the Royal Free. The
standard of care | have received from initial diagnosis, support through the referral process,
ongoing GP and nursing care has been truly excellent and has been re

| have always had excellent care from the Jenner and from the NHS. This country is very
fortunate in its health service and in its Doctors and Nurses. Best in the World!

| have been treated with the utmost respect for 35 years.

| am very satisfied with all the help and kindness from everyone at the Jenner Centre and am
very appreciative for all that they do. So many thanks

My husband and | have always been treated with extreme courtesy by the doctors, nurses and
staff, and cannot thank you enough for everything.

The Jenner Practice provides an efficient service - keep it up!  Many thanks to all who over
so many years have looked after my health needs at the Jenner Practice. | am most grateful.
Nothing has ever seemed to be too much trouble and all the staff, w

Excellent and very friendly. Thank you.
| am very happy with the way the surgery is run.
The receptionists are always most helpful.

I've been ill for ten years and finally with Dr Tay's help | believe that she has diagnosed
correctly. | had lost faith in other doctors at Jenner and before that at 1 Forest Hill Road.

In general | have always been very pleased with the service from the Jenner Health Centre!
Centre is very well run, especially the improvement of the phone service. WELL DONE
In my view everything works perfect

There are many good systems in place that complement an excellent set of medical
practitioners.

Everything works well

Feel lucky to be registered at the Jenner!

Since being with practice | have found no problems.

Otherwise, | am cannot fault the service | receive

GPs: excellent, caring; nurses, excellent, caring, sympathetic, efficient

The Jenner Health in “toilets” 10 tick] are clean and habitable 10[tick] every time I've used
them 10[tick] the time “We?” wait for my name 10[tick] to be called is reasonable and 10[tick]
excellent 10[tick] The Health Centre is efficient and respectable

This practice is wonderful, always get seen or spoken to if an emergency. Doctors are all very
friendly and full of helpful advice. Thank you.
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Very nice friendly and helpful receptionists and good doctors.

The treatment | have received from the Jenner practice has been excellent and | have no
complaints whatsoever.

Am happy with the services | receive at the practice.

As far as | can tell by discussing with friends and family, I'm lucky to be registered with the
best GP practice | know of.

Otherwise as a new patient | have had nothing but good experiences.

wonderful service; no complaints; doctors and nurses first class; reception staff very helpful;
couldn’t possibly fault anything

Over all the service is great and treatment very good.
| think the Jenner is an excellent, well-led practice.

Comment would be over many years | have received pleasant polite service and helpful
consultations.

So far | have no issues with this surgery.
| think on the whole we have a very good service at Jenner.

| think The Jenner provides an excellent GP service ... but all in all | think you can be proud of
the service you provide.

The surgery is one of the best we've used in London. Staff are consistent and treated us with
respect and care. Although I've only seen a Dr for referral to Kings College Hospital, the
process was excellent and easy to do.

| only recently (6 months ago) moved to Forest Hill and joined the practice but so far | think
it's an excellent practice.

I'm very happy with the Jenner Practice. | think that room numbers could be better
highlighted, but aside from that the service and practice meet my expectations.

| have been a patience with this practice for many years. | do find that | am very happy overall
with the service you provide.

Service overall is very good

keep up the present standard and try to improve more by enlarging your staff with
professional. T. J

| became a new patient in October with my two young children. | have been really impressed
with courtesy and efficiency of the reception staff, the efficiency of the telephone automated
call handling system, and the friendly, respectful and knowledgeable medical staff (Drs Knight,
Hamilton(?), Chu, Augustine and nurses Sarah and Kate). Everyone | have come across so far
has been great. Keep it up!

Actually, | think you do a very good job given the constraints you have to operate within. We
almost always manage to see someone when we feel we need to.
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1

Find it hard to fault this practice and am pleased to express my complete satisfaction with all
my dealings with you.

I've mostly seen the GP trainee who was there at the time and they have always been among
the best doctors I've dealt with in terms of communication and empathy - really attentive and
pleasant.

Only been here since May, only seen doctor once. No fault to find with any experience so far.
Should | know who my 'GP is?

| myself a GP Your surgery is really great and all the doctors , nurses and staff are very
dedicated and caring . Emergency access with preferred doctor is bit difficult. otherwise
perfect practice.

| think short of a major restructure of services at a government level you offer the best service
| could expect.

Recently moved to the area and have so far been extremely impressed with the practice! |
have being seeing Dr. Tay and so far she seems like an exceptionally good Dr - not at all
condescending or patronising, really taking patient's concerns into consideration and taking
time to make sure she has got everything right. Keep up the good work!

| have been with the Jenner Health Practice for many years and would class the practice as
brilliant.

| think the current service is excellent.

The Jenner is an excellent health centre and | have always found doctors and staff to be
helpful and competent. My only caveat is the problem of obtaining appointments on the day. |
understand there have been recent changes to the online and telephone booking systems
which | have not yet found out how to use. My overall experience is one of great confidence in
the skills of all the staff | have encountered.

Overall this is an excellent surgery.

It would be useful to have a dedicated GP.
and | don't have a named GP so there is no opportunity to build a relationship.

The design of the survey will unfortunately not give you a true reflection of my experience
with The Jenner Practice. For continuity of treatment, | try to see one particular doctor who is
excellent in every way, and would score a 10 in all categories. Unfortunately it is virtually
impossible to get an appointment with her. The last 3 times | have tried to book a telephone
appointment, | have been told she is not doing them that week due to staffing issues. When |
have checked online for appointments there are rarely any with her. | therefore increasingly
have to pick whoever is available at the time. Interestingly they all suggest | try to see my
regular doctor. Unfortunately a mixture of my working hours and your appointment system
seem to conspire against this.

My only issue is, if | want to see Dr Lamptey | have to wait nearly 2 weeks?
| would like to be able to get appointment with the doctor that knows about me more easier.

While it's not hard to see any GP, it's really hard to get to see the GP of my choice (Dr Van
Cooten).at a time that fits around a full time job. It would be really helpful to be able to have
telephone consultations - | didn't know it was possible!



Category Comment
Named GP 7 It is not always easy to book an appointment with ones own GP. It is important for on-going
problems.

8  but can be difficult to build a doctor-patient relationship based on trust because can easily end
up seeing a different doctor every time

Not online 1 sorry notonline

2 Idon’t use a computer [booking/prescriptions using website]

3 | do not have a computer - yet! [urgent on the day choices]

4 1do not have a computer [booking/prescriptions using website]

5 Re VOS: | have no access to the web and prefer to phone or call in.

6 Idon’t have access to website

7  notonline

8 Re VOS: prefer to book in person/telephone as do not always have access to internet.

9 Do not have computer

10  Computer free zone [booking/prescriptions using website]
11  noonline
12 notonline
13 notonline
14 Not on computer
Other 1  You need a system to follow up on test results and referral appointments, too often they go
missing.

2 don't use fax for referrals. My daughters referral to CAMHS was faxed through but no one
checked if it had arrived- which it hadn't so we only discovered they hadn't got it 6 weeks later
because the surgery had the wrong number. CAMHS were surprised that fax was even being
used rather than email. It caused a lot of additional stress to an already stressful situation.

3 Please provide changing mats/table in the toilets. This will be a great help for young mothers
& babies.

4  Apparently you can only get certain medication on the NHS if you walk in crying, or suicidal.
Because | do not, | have to pay for my medication although the GP acknowledges that it's
needed. If it's needed and on the NHS, why should | have to degrade myself to get it for free?
Then the private prices are an absolute rip off, so | get them ordered from overseas. Thanks
for pushing genuine patients towards a black market.

5 It would be nice for people who feel really unwell to have high backed chairs with arms to sit
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on. When you feel weak and unwell the last thing you need is to sit on a hard chair with no
arms.
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Waiting for an appointment, you're bombarded with messages which feel like you've been
naughty. You could improve these, especially the one that says "X no, of people failed to keep
their appt.." You could change it to "X no. of people failed to keep thei

It infuriates me to constantly read on the electronic info board "last week 73 people missed
their appointments". Why can't the Jenner start penalising these people? EVERY time | try to
make a GP appointment | am constantly told there isn't any knowing that a significant
proportion will not bother turning up. Something should be done about this as a matter of
urgency

The reception area and play area need to be addressed. It would be best to remove all
carpets, create new clean kids play area; paint internally to create a new fresh clean image.

X-rays results should be prompt from the hospital and patient advised accordingly. GP should
follow up if the results have not been provided in the given timeframe

It would be nice if you did things like smear tests and other sexual health matters here so we
can keep everything local without having to queue up at drop-in clinics.

It is pointless to have a receptionist providing the results as she / he cannot answer to' any
answer. Results should be online especially for people in work that cannot call during the stick
allowed time

Would be helpful, as a carer, to be able to talk to a GP or A N Other regarding any minor
health problems that arises.

The use of the car park for surgery users is fantastic, but patients object to the staff of the
chemist having spaces therefore depriving some patients of use.

Parking for disabled parent an issue as parking spaces often occupied by cars with no disabled
badges! Have complained before but advised by practice manager that they cannot do
anything about it! Not helpful. Has not resolved the situation as evidenced t

Car parking a big problem. Have seen cars being parked and owners getting a bus. Ave come
to surgery car park full, surgery empty.

Parking even with blue badge can be difficult unless can get lunchtime appointment [urgent
on the day choices]

My only criticism is there should be more disabled parking spaces. | am very happy with all
other aspects of the surgery.

| would like to see more done about non-disabled parking in the car park - people are just not
alerted to the problem for the disabled.

Why is there a 48 hr. turnaround for prescriptions, especially when the chemists are probably
out of stock for one the items you'll require and the original delay causes multiple visits for
the one prescription ?

At one time an annual supply of prescriptions for some of my drugs and equipment was sent
to the pharmacy from where they were dispensed as needed and this was a most useful
scheme. Sadly it now doesn’t seem to happen.
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Acquiring my repeat prescriptions are often difficult - unnecessarily so it seems, as
prescriptions fail to arrive as requested electronically at my local pharmacy. Often | have to
‘phone the practice and take up a receptionist’s time to sort the situatio

| order repeat prescriptions through Pharmacy2U

1.- Experienced some problems with electronic prescriptions where the designated pharmacy
on at least two occasions claimed to have not received the e-prescription and | had to get a
new prescription done by Jenner, then go and collect it and take it in person to the pharmacy.
Of course | have no idea of where along the line the problems were, but | suffered the
consequences. 2.- Sertraline needs to be prescribed regularly for our special needs daughter
but this is currently not available as an e-prescription direct to the pharmacy: it would be very
helpful to us if it could be as we would need to come to the surgery to collect the prescription
each time. Thank you.

please sort out the muddle that exists between the pharmacy and the surgery - it doesn't
work well and each organisation constantly blames the other - a very poor service

| would appreciate being able to order my prescriptions by phone. They are all regular pills etc.
Thank you.

only for blood pressure [using surgery pods]
Only problem is - pods have been broken recently.

Answering 6 | choose not to use this machine as | got my arm caught in it once, and it never
worked for ages on occasions | have tried since.

Re pods: these are very good.

my fault, hands not good (arthritis) [using surgery pods]

| have used the BP machine on several occasions and have found it useful

Re pod: yes | have used it without any follow up response so unaware if any use.

When | use the pod my blood pressure always gives a wrong reading so | manly go to the
nurse or the doctor

Pod: receptionist helped

The blood pressure machine (pod) seems to pump up the cuff much too much and it is painful
to use. It actually made my 91 year old mother in law very distressed which sent her blood
pressure up much more than | am sure it would have been!

Pod: receptionist helped
I’'m not very good at it, have to do it a few times [using surgery pods]

The only reason | don't know about the surgery pods is that they weren't working when |
registered - I'm sure they're simple enough!

| have tried using the surgery pod but it is often not working.

Re pod: yes | have used it without any follow up response so unaware if any use.
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Find the pods very difficult to use. Caught my arm once so avoid it.
| tried to use pod once but it didn't seem to work properly, so | have not bothered since.

On the three occasion | visited the surgery to measure my blood pressure using the pods, they
weren't working

better advice/instructions at surgery pods
Re pods: these are very good.

Someone should be at the pod to show you how to use it the first time. | am always not sure if
someone looks at the blood pressure reading which is sent your records.

| don't think that the pods are very private | don't like using them because of this.

| believe that results for tests should be discussed with the patient in an area away from
reception. Discussing personal matters in a public area is not appropriate.

I'm not keen on my full name going up in lights for all to see when called to one of the rooms.

At times the busy nature of the reception desk and its set up does not lend itself to patient
confidentiality. It is quite easy for other's in the queue to overhear your details.

Only downside is privacy at the reception, could there be a semi-private booth when actually
talking to receptionist?

| would prefer to have test results explained to me in a less public place, where others are not
in the queue behind me.

Privacy, the receptions at times are very loud.

On two occasions the doctor | was seeing had been running an hour late, which is
unacceptable.

They tell you to be 10 mins early and then make you wait 40 mins.

Almost every doctors appointment | had, would be half an hour to 1 hr past the appointment
time as the doctors were always running late. Not enough time is allowed for appointments
and doctors are under tight time constraints. Therefore Doctors were always in a rush to get
rid of you.

| believe that there should be more time allocated between appointments to ensure that
patients are seen as near to their appointment as possible instead of having to wait up to an
hour!

Despite defined time slots, my appointment was normally delayed by 15-45 minutes.
Understandably this is difficult to correct but is still an issue nonetheless.

15 minutes instead of 10 minutes appointments with the doctor would avoid 30 minutes
delays which it happens almost every time | have an appointment and the doctor should try to
find the root of the problem not just treat the symptoms. Alternative medicine should be also
offered.

You need more doctors as you have to wait a very long time for an appointment and wait at
least 30 minutes to be seen in the doctors.
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When doctors or nurses are late (10 minutes) they could advise reception, who could then
display the information via elect board

| have recently been told that there were no bookings available unless it was an emergency. |
recently waited 20 mins after booking in for my appointment before discovering my GP hadn't
turned up for work and hadn't informed the Reception. | had to rebook another date. That is
very poor service.

Being ill one day | waited from 7:40 till the doctor arrived at 8:40. He started late that day and
although my booking was for 8:40 | waited till 9.

More understanding/flexibility with the 10 min rule when late if patient has mental health or
physical disabilities (I was suicidal but 15 mins late)

On one occasion | felt the GP was quite rude to me when | arrived late for an appt., which was
due to road works in your street not to my failure to leave on time. Clearly the GPs are under
immense pressure to keep clinics running on time but it's not right to take out feelings on
patients.

Telephone answering is appalling. Confidentiality around the reception area is very poor

Having a “HELP” button next to receptionist’s hand for when the reception queue grows, then
all the receptionist need do, is press buzzer for help from back office. Some elderly people
aren’t able to stand for too long if they have bad hips or knees, i.e.

Most receptionists (or person who has answered the phone) are very helpful and friendly, |
have had one or two bad experiences where they are very dismissive.

Re reception: mostly score 10, on 4 occasions, score 3.

The feedback on the reception staff was for the male one only and the elderly lady. The others
are rude and fail to give eye contact. Preferring to start the conversation looking at the PC
monitor. | refuse to start talking to them until they make eye contact. The male receptionist is
excellent, professional, and informative. There is a female receptionist who has her name on a
gold necklace who should not be front of house unless she has an attitude change or change
of role.

Queues for receptionist, why not two at reception when busy?

Receptionists can be blunt, rude & patronising at times, not nice especially when you're not
feeling well. Not the male one though, he's always professional & helpful.

The receptionists are excellent! Very helpful and always treat you as an individual and
respectfully.

Some of your receptionists are lovely but twice there have been 'incidents' when | have
brought in sharps boxes for disposal. one lady reacted as if they were contaminated (and was
reluctant to handle them) and another really complained about my bringing in several at once
and told me off in front of other people. Her rudeness could be considered disability
discrimination so | think you should address this.

I've been disappointed that staff are not more friendly. [Sometimes it's taken me over 10mins
to get through on phone (though I'm glad the automated system is gone)] but no one
apologises for the wait.
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Receptionists: some excellent, some not so, most listen when a patient speaks, some don't.
This is both frustrating and time-consuming.

Some, but not all of the receptionists would benefit from some customer service training.
Instead of being helpful and understanding some of the receptionists have an unfriendly and
arrogant attitude and seem to relish in making you as a patient feel unimportant yet
somehow "lucky" that you can have an appointment at all. | find the system of booking an
appointment a difficult and cold process.

Please sort out prescriptions left at reception. Last two times | have left a request for repeat
prescriptions, they were not there even though they were shown on the screen.

More receptionists. The reception queuing time is usually quite long and disabled people who
cannot stand for long find it too difficult to queue up, but cannot sit on a chair to wait or other
people will cut in front of them.

An improvement to the number of staff on reception could be improved. One should not have
to queue up for over 10mins to pick up a prescription for example, while a patient has a long
in depth chat with the receptionist

Perhaps something could be done with the way we queue [at reception] as the internal
automatic doors are always sensitised.

Separate reception for admin related issues, i.e. blood-taking, sick certs, prescriptions etc to
help address patient queues.

A bit more courtesy at the reception desk would help.

Have someone on the phone to access how urgent your need is. | was told if | wanted to see a
doctor it was 7 days and if | wanted a telephone consultation it was 5 days. The receptionist
didn't know or bother to find out how urgent my needs were, nor did she offer any
alternatives or advice on what | could do if | couldn't wait the 5 days. Luckily the pain | was in
wasn't life threatening.

| was asked by my doctor to book a telephone consultation with her, but the receptionist
refused to do it and | had to answer loads of irrelevant questions before my credit ran out. As
a result | am taking medicine without the appropriate advice

Reception still a bit unfriendly - they just need to loosen up a bit.
One or two of the younger MALE people at reception can be abrupt in manner.
Reception staff treating each individual as a person and not a number, one does not fit all.

| have over the Years had a few reception staff rude and attitudes needs changing. There have
times that | wanted to change because unprofessional behaviour of voile of individuals

More competent receptionists. A more polite attitude from some of your GP's (they are
mainly the young inexperienced ones)

it would be an improvement if your reception staff were more patient friendly - some
remedial courses for those guilty ones would be a good investment Also if people arrive at the
practice unannounced, suffering and seeking assistance they should be helped



Category Comment

Reception 27  Train your receptionist to be more open and friendly when you come to work we don't want
to be on the end there home problems the look on the face off the receptionist says a lot on
how you will treated some days you just walk out without even talking to them because you
know it's all to much for them to cope

28  being able to see the doctor of my choice more helpful receptionists to be told when a mother
is worried "There are no appointments "is simply not good enough. You have to be very
persistent to get the service that you need and should be able to expect.The receptionist does
not us and whether we are always bothering the doctors or only come when really necessary
This last relates to my daughter and her child

29  The receptionists were generally helpful and pleasant.

Remote 1 Retelephone consultation: | would always prefer to see a GP in person
consultation

2 Retelephone consultation: | would always prefer to see a GP in person

3  Retelephone consultation: | think it depends on whether it would be easy to get a
prescription without seeing the doctor/nurse.

4 | find the system of having to phone in the morning to ask for a Dr to call me back very
difficult when | am at work.

5 Re telephone consultation: | know how, but have no desire to do so.

6 Telephone consultation is excellent but | have been caught out 3 times because | missed the
call, doctors need to call at least twice as you can't keep the phone line clear (you can't
control who phones you even if you phone no one and sit by the phone all morning)

7  Excellent service especially when hard to travel in wintry weather [booking telephone
consultation]

8 lam housebound so telephone or online consultation most welcome.
9  Retelephone consultation: | know how, but have no desire to do so.

10 Did receive a letter from the practice asking me to phone and book a telephone consultation
with a GP - and that worked very well

11  Retelephone consultation: | think it depends on whether it would be easy to get a
prescription without seeing the doctor/nurse.

12 Have to wait in all day sometimes until 3:30 - 4pm even when in pain [booked telephone
consultation]

13 When the surgery contact us, you don't know that its the surgery as the number is blocked'
and unknown. Then you contact the surgery later only to find out that they tried contacting
you. Therefore a recognisable number would be an advantage.

14  Re online consultation: for rashes, patches, bruises, swelling, video could be useful.
15  Would not want any online consultations

16  There should only be face to face appointments with Doctor/nurse for the safety of all
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| really value being able to speak to someone over the phone. Often I'm not sure whether to
come in or not (especially with young children) so being able to get practical advice over the
phone is fantastic.

Re online consultation: for rashes, patches, bruises, swelling, video could be useful.
Would not want any online consultations

Question A - providing an answer on the subject nature of urgent cannot produce accurate
results in my view.

More surveys: allow patients to rate their GP visits over a 12-month period - review feedback.

Not had to order repeat prescriptions so 5-yes is just for booking Can't always find a specific
GP online

There needs to be a 'not applicable' option on this survey as | have not made a VOS
appointment before, so | did not know how to rate it.

If phone lines could open earlier, possibly 1-2 days a week.
It's important that the Practice answerphone message always gives the correct information
booking appointments on the phone is much easier

I much prefer the current system of being able speak to a receptionist rather than the
automated telephone service, however.

To book an appointment (urgent app in the morning) is very complicated. People have to ring
so many times to be able to get connected. The line is always busy.

Getting to the receptionist quicker over the phone will be nice so we don't have to listen to
the same auto info twice.

Your morning phone service needs to be greatly improved

Very helpful staff, including reception, but often have to wait over five minutes to get through
on phone, which | find frustrating

It takes ages, you can phone so many times, it is stressful [booking a telephone consultation]
Sometimes difficult to get through on the phone.
Currently the phone booking service isn't working.

Sometimes it's taken me over 10mins to get through on phone (though I'm glad the
automated system is gone)

Difficult to get through on phone to book an appointment.

When telephoning the surgery | do not think that it should be the decision of the receptionist
to decide whether you see a GP or have a telephone consultation, unless the surgery can
confirm that the receptionists are clinically trained in health matters.

| find booking telephone appointments very frustrating.
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Used to recommend practice but found access to make an appointment on phone difficult

| also think that repeat prescriptions should be allowed to be booked over the phone as one
cannot always get to the pharmacy

As | am a Minicom user, | have doubts that anyone at Jenner will invoke Text Relay if trying to
phone me, based on experience with other organisations, so | am wary of '‘phone
consultations

Have been advised by non-English speakers that translation service available is good for
consultation and medical expertise. Would question why no English, basic, is spoken to
government.

Re VOS: Have just signed up. Tried to before but was blocked on appointment derelictions;
staff who felt this inappropriate could not intervene. Hence poor scores above (gave "1" for
VOS questions in Q1).

Re VOS: Not many people have access to internet and not many even know how to use it. So
any available GP or nurse will be good and telephone is faster than online.

| could not manage to get online. | tried but was not successful.
Re VOS: | know how, but service so intermittent that | don't use it.

The online service was easy to use but something has changed and it doesn't work as well. |
think it changed when we were able to book appointments on line.

At times | cannot get into the on-line appointments system and this caused me difficulty
getting an appointment over Christmas.

Booking an appointment is much easier now the awful clunky telephone system has been
improved and online booking introduced.

Re VOS: It works very well usually but sometimes there have been problems with the website
(less recently) and having to use the practice ID number is inconvenient.

The online service does not work sometimes.

| have tried to register for the online service for both myself and my daughter numerous times
but had no luck at getting it to work. Each time I've spoken to reception about it they have
confirmed that the system had issues at the time | was trying to confirm my registration. |
would happily use the online system but have found it just a frustration to date.

Although | have answered yes to Q5, the system has actually not allowed me to register online
on the grounds that my login was invalid, so | gave up.

| found it very difficult to register for online ordering of repeat prescriptions. But once | did so,
it was easy to use.

Reliability of online service seems variable. Useful for non urgent appointment when it is
working.
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Since the online service to book appointments changed, | have been unable to access this
system. | know the details | am putting in are correct, but the system tells me that they are
incorrect. The system doesn't have any facility to remind the user of their details and there is
no online help available to tell you what to do next. | have phoned the reception at the
surgery and whilst the receptionist was very helpful and polite the matter is still unresolved. |
still cannot access the online system to book a doctor's appointment.

The vision online website is poor, it is very complicated, | am computer savvy and have many
problems trying to use the site.

Everyone should automatically be given a web log in when we join as the process is not
straightforward

It isn't clear from the practice website where you can book appointments online. | think the
ordering of the homepage is a bit wrong - the more useful, and user friendly buttons are
located off the screen, a scroll down. The VOS banner and section is not very helpful. If there
was a way to automatically fill in the Practice ID section on the VOS page when clicked from
the practice homepage, that would be ideal - it's a bit of a ball-ache to try and find the
practice every time.

The online appointment system is clunky and not very easy to use. | find it quite frustrating
though | use online resources all the time.

Your On-line services are great when they work properly. However, my experience over the
last few months is that they sadly do not always work properly: and on more than one
occasion they have been off-line for more than 48 hours. You really do need to sort out these
systems to make them totally reliable if you are going to continue to push them as the
preferred way for patients to book appointments/request prescriptions...

easier log-in details. finding the practice ID is not easy why can't the email be the patient log-
in? (just like on other websites?) or have both options patient ID and email.

I think it would really be helpful to know when the website actually is working.
When I've used the online appointment booking service it often doesn't seem to be working.

| got an online password when the online bookings started but it wasn't working for me and |
have never used it.

The on-line system is a nightmare - the login details need to be more customer friendly as, like
most registered customers, | don't use it often and always forget the user ID and password

online appointments is great when it works but doesn't always work.

The website issue is one of access. | set up the username & password then don't use it for ages
and have forgotten it. This makes the web experience a bit of a nightmare. There must be
some learning from Google/Apple etc. about either using trusted info to resend a password
etc. or code to a mobile etc. | work in the NHS IT industry so understand about confidentiality,
but it must be easier then going back into the surgery to sort out usernames etc.

The online appointment booking service is a real pain - impossible to remember passwords
and logins. Multiple trips to surgery to register (forms to fill in). Really hate it.

Online service is very temperamental, it often doesn't work.

Using your online system when it works is fine but no two times are the same. | have made
appointments via the website but unfortunately this system not always up and running.
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| am registered with the online service and would like to use it more often but | have not been
able to yet because | have not received an e-mail about re-setting password.

| don't think you can book appointments online any more - it would be good if that could be
up and running again

Re VOS: It works very well usually but sometimes there have been problems with the website
(less recently) and having to use the practice ID number is inconvenient.

It would be useful to be able to sign up for online registration so | can self-book an
appointment without having to visit the surgery, given | am already a registered patient. | have
my NHS card which could be used as ID.

Push online services and create awareness of surgery pods.

Although registered to do online booking we have only tried once, not straightforward and so
seems easier to continue to telephone.

| could not manage to get online. | tried but was not successful.

Re VOS: | know how, but service so intermittent that | don't use it.

Re VOS: | have no access to the web and prefer to phone or call in.

Re VOS: prefer to book in person/telephone as do not always have access to internet.

Re VOS: Not many people have access to internet and not many even know how to use it. So
any available GP or nurse will be good and telephone is faster than online.

In my opinion | feel like the online process was too long | forgot my password many times and
it wouldn't let me register again or change it, am a teenager so am pretty confused to how an
old person would understand the process .l also feel that it should be easy to get an
appointment possible more doctors or nurses might help.

Re VOS: Have just signed up. Tried to before but was blocked on appointment derelictions;
staff who felt this inappropriate could not intervene. Hence poor scores above (gave "1" for
VOS questions in Q1).

| tried to sign up for this facility, but was told, quite abruptly, by one of your young staff, that |
had done it incorrectly. [booking/prescriptions using website]

| registered to use the online booking system but when | tried to use it | couldn't remember
the practise ID (I don't use it often so that's not surprising). | wanted to book an appointment
for my son but it didn't seem to allow me to do that, likewise with ordering a repeat
prescription for him. So not a very useful service.

The online (MyVision) appointment booking service is fine but sometimes unavailable or hard
to access. | have never yet been able to order repeat prescriptions online.

Also online appointment system doesn't work and keeps kicking me out.
Vos can be very slow.

The online appointments system is very clunky and seems outdated.
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Can | book an appointment online with the Practice Nurse? | have tried in the past but never
been able too.

when | tried to book an appointment with the practice nurse online none of the nurses
showed up on it so | had to book on the phone. | mentioned it to the receptionist when |
arrived so this might have been amended by now.

the on-line service is so long winded, and when you do finally get to making appointment
there's no immediate ones ?

The on line booking service was great before you put everyone onto it, | find now the apps
seem to be rare and you can't get an appointment quickly within 2 days any longer. So was a
good service but has declined over time which us a shame as it was very good and convenient.
My father would not be able to use this as he does not have a computer and would not know
how to use one so | have to book for him, he will use phone to book if it was urgent and | was
not around, so you need a blend of both services available to your young and old patients.

More available online appointments.

Availability of appointments booked via VOS is poor

When using the online repeat prescription service, the comments made in the comments box
are always ignored.

| can't use the web to re-order medication because one of them is Warfarin and | have to
produce my Warfarin record book (yellow). Useful if this could be changed since the
pharmacist insists on seeing it as well.

Some IT problems with prescriptions, even though my prescriptions are on the system only
one appears online

Some of my Repeat prescriptions does not always show on the online list, so | have to go to
the surgery to query it and get it added to the list, why all your repeat not on the list so you
just choose the one you need as on your paper slip.

The prescription service is still very hit and miss. Unclear when ordering online how quickly
request will be death with. Can't order by phone. And when | came into practice to request, it
transpired the order never went through. . Would be useful too to be able to book
appointments that are three monthly follow ups at time of previous appt instead of trying to
remember to book them. Understand your system will not let you

Website to state simply, clearly and accurately how to book the various appointments;
Website to state accurately when one can phone on general matters - the current statement
(phones open all day) is known to be incorrect yet is allowed to stand.

Really need to improve communication, perhaps review your customer base to ascertain how
best to make this communication

Skype online for face to face consultation visual diagnosis would be helpful.
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Told to see same GP as | have complex condition, but its practically impossible lately. Also can
only see GP afternoon and evening coz Carer only available to take me those times but if |
want to see certain GPs they are only available in morning. Carer phoned Mon morning for a
telephone call back for me and was told they weren't doing it that day. Had to insist, as | was
running out of tablets. WHY ARE THEY DOING TELEPHONE CALL BACKS SOME DAYS NOW, BUT
NOT OTHER DAYS. If they want to change things, inform us by text or something. We aren't
mind readers.

1. Would like to see and online "chat" based consultation option alongside the telephone
consultation. 2. Perhaps expand online/telephone consultation option to include live link
video via Skype or similar. 3. Would like to see an initial point of entry to booking an online or
telephone consultation via email requests or online forms (as with the online bookings
service) as well as via the receptionists. 4. Would like to see info on the website of the days
GPs offer online and telephone consultations so that | can decide whether to come to the
surgery or arrange for a telephone consultation. I'm sure that I'm like most people in that |
would prefer not to come to the surgery if at possible, the most efficient approach being that |
would only come to the surgery on request from my GP or practice nurse based on an initial
"remote" triage type consultation carried out by a practice nurse perhaps via telephone/Skype
or online chat. Advice, further remote GP consultation or surgery visit could then be arranged.
It could also mean that GPs/practice nurses can offer this service from anywhere using VPN-
virtual desktop technologies giving them more flexible working arrangements. 5. Your info on
out of hours medical help on your website is not immediate enough. Patients are going to go
to the website out of hours to find help and its not immediately obvious where to find the
info. Incidentally, the practice is large with a considerable number of GPs so | can't see why
you are not offering a full on call out of hours GP service (even making use of some of the
ideas I've suggested above). PS. My GP, Dr Augustine, is brilliant. Though | guess because of
this she is over subscribed and its difficult getting a timely appointment. That being said |
wouldn't want to see anyone else at the surgery so am prepared to wait :-)

For the online appointment service it might be appropriate to explain in what circumstances
you should book an appointment with the nurse (and which nurse) rather than a doctor.

be more informative

Although technology is useful ... many people are unable to access or use technology... and
will prefer to speak to a real person. To ensure these people have access and are not excluded
from services there should always be an alternative method.



