
45.54% 301

38.28% 253

11.04% 73

5.14% 34

Q1 How easy is to make an appointment at our GP practice?
Answered: 661 Skipped: 8

TOTAL 661

# COMMENTS DATE

1 MOSTLY APPOINTMENTS ARE NOT POSSIBLE TO MAKE THEY ARE FULL BY 9AM IT IS
HARD TO REACH YOU BEFORE 9AM REGARDS,

4/10/2019 11:26 PM

2 Appointment times are MUCH slower than in past. I used to be able to book for next day. Now it’s
over a week.

4/7/2019 10:08 AM

3 grateful 4/5/2019 9:56 AM

4 I use the online servise that is extremely helpful 4/3/2019 6:57 PM

5 Nice cheerful front door criwd 4/1/2019 11:50 AM

6 The office is always very helpful 3/30/2019 2:56 PM

7 Most of the times ,not able to get appointments on the day when I need to see the dr .am told to go
to walk in centres or A and E

3/28/2019 12:27 PM

8 Has gotten a lot worse over the past year 3/28/2019 9:43 AM

9 Great online appointment facility. Also phone appointments done fast and friendly 3/27/2019 4:38 PM

10 I use online service for all no urgent appointments and it works well. 3/27/2019 9:21 AM

11 Fairly good service Only ever being turned away once and I’ve been fortunate to be able to see a
doctor at short notice..

3/24/2019 8:36 PM

Very easy

Fairly easy

Not very easy

Not easy at all

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

ANSWER CHOICES RESPONSES

Very easy

Fairly easy

Not very easy

Not easy at all
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12 But may have to wait long time for appointment in my family experience 3/23/2019 1:24 PM

13 I have always got an appointment to see the GP on the same day 3/22/2019 5:36 PM

14 The team at the reception desk at Knightsbridge surgery 3/22/2019 4:41 PM

15 I have always been able to see either a doctor or a nurse 3/21/2019 8:26 PM

16 Best Medical Practice in the UK 3/21/2019 4:07 PM

17 Very efficient 3/21/2019 2:08 PM

18 The receptionists are very helpful 3/21/2019 1:02 PM

19 If you get in the queue the exact moment the line opens then you usually can book. 3/21/2019 11:34 AM

20 As long as it is in a reasonable time 3/21/2019 10:21 AM

21 If call on time in the morning or afternoon there’s always a place for you 3/21/2019 10:08 AM

22 Haven't had to make an appointment for a long time, so cannot answer accurately. 3/21/2019 9:48 AM

23 The practice is always helpful in trying to fit one in if it’s important 3/21/2019 7:38 AM

24 For on the day appointment you need to call at 8.00am. If you call a couple of minutes later you
are in a long que and no appointments left.

3/20/2019 11:27 PM

25 This is a busy practice.... sometimes you have to wait for your choice of Doctor. Emergencies are
dealt with well.

3/20/2019 11:08 PM

26 Receptionists very helpful. 3/20/2019 10:49 PM

27 Had to wait over a week for an appointment 3/20/2019 9:39 PM

28 I use the online booking service but availability is usually 1.5 week ahead. It is not that easy to
book an appointment per phone call, when looking for an appointment on the day or next day.

3/20/2019 8:29 PM

29 Patient App makes booking very easy 3/20/2019 7:14 PM

30 Online is not difficult but calling on the day can be quite frustrating after waiting in a long queue
not to get an appointment l

3/20/2019 5:42 PM

31 A few times I have called first thing and have been told normal surgery hours aren’t being held.
That’s been very problematic especially if on a Friday.

3/20/2019 4:31 PM

32 I need to update to book on line 3/20/2019 4:03 PM

33 Courteous, knowledgable 3/20/2019 3:45 PM

34 But sometimes tricky when needed most 3/20/2019 3:39 PM

35 Grey team as compared to other places I have seen 3/20/2019 3:28 PM

36 Excellent service 3/20/2019 3:14 PM

37 Excellent reception. Helpful, booking appts first class. 3/20/2019 1:52 PM

38 Don’t do it often but always easy 3/20/2019 1:01 PM

39 To make an appıintment perhaps very easy but to get an appointment for your regular dr.isn’t.I
presume it is the density of patients,you can’t help.

3/20/2019 12:34 PM

40 The staff is incredibly patient nice and smiling 3/20/2019 12:04 PM

41 Staff are usually quite helpful. 3/20/2019 11:41 AM

42 The Receptionist should listen more and show more sensitivity when a Patient requires an
Emergency appointment.

3/20/2019 11:35 AM

43 25 in the Q tho after calling at 8:00 3/20/2019 11:19 AM

44 Putting more available early morning and late evening appointments online would really help. 3/20/2019 11:14 AM

45 I’m always satisfied 3/20/2019 11:09 AM

46 VERY GOOD RESPONSE , SWIFT CALL 3/20/2019 10:56 AM

47 I only book online. Its generally not easy to book appointments for the next couple of days. 3/20/2019 10:51 AM
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48 Online has made this much easier 3/20/2019 10:39 AM

49 Extremely helpful 3/20/2019 9:58 AM

50 Haven’t made one yet! 3/20/2019 9:04 AM

51 Unfriendly reception staff on the phone. Impossible online system. 3/20/2019 12:13 AM

52 This is the only drawback to a great practice 3/20/2019 12:00 AM

53 Easy to make appointments but a long delay for doctor of choice. Very good for urgent same day
appointments

3/19/2019 11:08 PM

54 Maximum to wait is 2 weeks but if important usually an appointment on the day so excellent
service

3/19/2019 10:33 PM

55 If I ring directly my wonderful Doctors Secretary All is well,getting an appointment,but otherwise it’s
a bit of a long haul.I am not that

3/19/2019 10:22 PM

56 You can only book on the same day 3/19/2019 10:20 PM

57 Limited slots, also they don’t really know what to do 3/19/2019 10:09 PM

58 Always helpful desk 3/19/2019 10:06 PM

59 Staff always helpful and making appointments is made easy for patients. 3/19/2019 10:02 PM

60 I have not been able to make appointments very easily 3/19/2019 9:43 PM

61 Not always easy to get through on the telephone at the start of the day 3/19/2019 9:41 PM

62 Excellent online appointment system 3/19/2019 9:12 PM

63 Word missing in the question 'How easy is IT to....' 3/19/2019 8:49 PM

64 Same day appointment are almost impossible and very stressful when trying to get on the queue.
Anxiety waiting on the queue not knowing if u will be successful getting on the day appointment.

3/19/2019 8:44 PM

65 Thankfully havent yet had to make any appointments recently! 3/19/2019 8:35 PM

66 No comments 3/19/2019 8:23 PM

67 1. Not very easy on phone if need to see someone quickly. The last time I tried to phone, the
receptionist told me no appointments were available and told me to find a walk-in clinic. She was
rude when speaking to me. 2. Very easy online. However, online appointments are useful for non-
urgent matters since need to book 1-2 weeks in advance.

3/19/2019 8:07 PM

68 If one calls at nine instead of eight no appointments left 3/19/2019 8:06 PM

69 Save the day offering me a wend Appiontmrnts near kings toad practice. 3/19/2019 7:46 PM

70 Because I have to wait more than three weeks to be attended by my g.p 3/19/2019 7:43 PM

71 Appointments tend to take a week plus and you often have to leave the phone ringing for minutes
to reception.

3/19/2019 7:40 PM

72 Tried it once by phone, and it’s a lottery.. 3/19/2019 7:22 PM

73 Usually have to wait until following g week to see a doctor 3/19/2019 7:22 PM

74 Compassionate staff who listen. 3/19/2019 7:21 PM

75 Phoning first thing for an appointment the same day is problematic but I have found works
generally okay but making an appointment for a specific day is quite difficult.

3/19/2019 7:18 PM

76 easy for me because they really helpful 3/19/2019 7:17 PM

77 Have to call st 0800 hrs on the day - otherwise 23 people on front of you in queue!! 3/19/2019 7:16 PM

78 Reception always very helpful 3/19/2019 7:12 PM

79 All good thanks again 3/19/2019 7:11 PM

80 Wonderful staff helpful 3/19/2019 7:07 PM

81 Online booking is very convenient 3/19/2019 7:06 PM

82 Online system claims to have next day appointments from 8pm on the day before. None available. 3/19/2019 6:59 PM
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83 It used to be easy now there are often long waiting times unless you book on the day 3/19/2019 6:58 PM

84 10 days wait when booking on line for first available appt 3/19/2019 6:57 PM

85 I have been a patient for 40 years , it used to very local, friendly , we knew all of the receptions and
they knew us by name , please try to recreate this wonderful atmosphere with less turn over in the
front desk . Having said that ,I love this surgery it’s loved by all the patients , thank for this amazing
service

3/19/2019 6:56 PM

86 To be fair, if this is a true emergency then the surgery does ensure that you are seen that day.
They have been very good in accommodating me and my family in those circumstances. However
for more routine appointments I do struggle unless I make the appointment at the time of my
previous appointment with the doctor/receptionist. I don’t seem able to get an advance booking
and am not as good as calling at 8 on the dot as I could for the days appointment. I’m aware that
online booking is possible but this is not really advertised and I haven’t managed to register for it or
achieve it.

3/19/2019 6:56 PM

87 I am pleased with the Knightsbridge medical centre 3/19/2019 6:55 PM

88 I have no difficulties getting appointment.. excellent surgery 3/19/2019 6:51 PM

89 Always ready to respond if urgent advise needed 3/19/2019 6:50 PM

90 They try very hard to fit you in 3/19/2019 6:49 PM

91 I have to log on the medical centre's website to make an appointment with the same GP, but so far
I couldn't mange to see the same GP more than once. It's not making it easy to trust a GP that has
a few minutes to check my file quickly on the computer...You

3/19/2019 6:48 PM

92 The process of making an appointment is easy (call by 8am for an appointment on the day, book
online), but it is often difficult to get an appointment for a time in the near future.

3/19/2019 6:47 PM

93 Ever since the merger with other practise 3/19/2019 6:44 PM

94 Every time I attend my appointment all the staff are very kind 3/19/2019 6:42 PM

95 The girls at reception are allways very helpful. 3/19/2019 6:40 PM

96 Takes ages for phone to be answered 3/19/2019 6:40 PM

97 I ring at 8am I’m held in queue for 30 minutes then told no appointment to rind back nex day 3/19/2019 6:40 PM

98 Only if you phone before 10 past 8 3/19/2019 6:36 PM

99 All gone by 8.02 am 3/19/2019 6:34 PM

100 Not easy at all! 3/19/2019 6:33 PM

101 The last time I needed to make an appointment I was told I had to wait two weeks! 3/19/2019 6:23 PM

102 Rude receptionist on the phone, very long delays in appointments and no appojntments available
for weeks

3/19/2019 6:23 PM

103 It is very easy and effective online BUT impossible to get your regular doctor. It is NOT easy to
book nurse - there you have to phone

3/19/2019 6:13 PM

104 Long waiting time, over one week 3/19/2019 6:07 PM

105 V busy phone line can make it difficult to get through to staff to book an appointment. 3/19/2019 6:05 PM

106 And the peaple are very nice and politet 3/19/2019 6:03 PM

107 A very long queue of calls 3/19/2019 6:00 PM

108 All the stafts are very supportive and very kind. 3/19/2019 5:57 PM

109 Sometimes the phone rings for ages once I held for 49 mins then gave up , appointments now are
always 5 days or more away!! That’s terrible never use to be like this !

3/19/2019 5:52 PM

110 I rang a couple of seconds before 8am. But I was already 8th in the queue. I held as the number
slowly went don to 1. When she answered at 8.25am there weren't any appointments left! I asked
how it was therefore that the others, other than the 7 ahead of me got these appointments? I told
her how corrupt your telephone queuing system is!

3/19/2019 5:51 PM

111 Two morning I called to GP make an appointment between 8a.m -9a.m there was no
appointments available. I’m 78 years old and don’t don’t know how to book an appointment on line

3/19/2019 5:49 PM
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112 Difficult to be fitted in even if urgent 3/19/2019 5:49 PM

113 I love my practice. 3/19/2019 5:48 PM

114 Rude and unhelpful staff 3/19/2019 5:48 PM

115 Long wait on the phone and often not able to get last min appointments. 3/19/2019 5:48 PM

116 Have to call every morning at 8am and kept on hold. After getting through to reception. No
appointments are available even when trying to call from 8am

3/19/2019 5:46 PM

117 However it is virtually impossible to get an appointment within a decent timeframe, often having to
wait 7-10 days. Calling in the morning for an emergency slot is no guarantee, even if the issue is
urgent but not life-threatening.

3/19/2019 5:44 PM

118 Online or by phone 3/19/2019 5:41 PM

119 They always try to accommodate as best possible. 3/19/2019 5:40 PM

120 I’m retired, so have more options 3/19/2019 5:39 PM

121 Unhelpful staff on reception 3/19/2019 5:38 PM

122 If you need an urgent appointment you can go to the surgery at 8 and get an appointment later in
the day

3/19/2019 5:37 PM

123 You get held in a queue often for over five minutes just to be told that there are no more
appointments available until way of in the future.

3/19/2019 5:36 PM

124 My GP so nice very easy 3/19/2019 5:35 PM

125 It is fine if you are prepared to book 2 weeks in advance but for anything urgent almost impossible 3/19/2019 5:35 PM

126 Appointments are like gold. If you ring too late after office opens,all gone 3/19/2019 5:31 PM

127 Depends if one wants a specific doctor (which I do!) 3/19/2019 5:28 PM

128 There were 10 people in the queue ahead of me on the phone at 0800 exactly. The website is
hard to access for making appointments

3/19/2019 5:27 PM

129 The availability is always far away. It’s easy to book physically online and in person, but the
immediate availability is quite poor.

3/19/2019 5:26 PM

130 Super easy 3/19/2019 5:23 PM

131 Always booked out and no longer open on Saturday’s 3/19/2019 5:22 PM

132 Only online appointment is possible to make with not urgent 3/19/2019 5:14 PM

133 Good Service 3/19/2019 5:10 PM

134 Unless it is an emergency you cannot book for the next week-only the week after the next. Unless
my leg is hanging off I don’t think I have the right to an emergency appointment.

3/19/2019 5:03 PM

135 Tend to have to book in as an emergency, otherwise it can take a week or two 3/19/2019 5:03 PM

136 Ok if you want to wait a week. If you need emergency no goid 3/19/2019 4:59 PM

137 Over the past few years it has got more difficult. One must phone very early and repeatedly. 3/19/2019 4:58 PM

138 Internet booking is quite easy although often for the following week 3/19/2019 4:46 PM

139 In Retirement 3/19/2019 4:45 PM

140 The practice has taken in too many people and it’s overcrowded 3/19/2019 3:49 PM

141 I called the phone line at 8am on the dot, only to find I’m number 40 in the list of callers . Not just
once but multiple times this last month . By the time I get through all the appointments for that day
are gone . So I pre-booked an appt but have had to wait 2 weeks to see a female GP. I had a
bladder stones & a urine infection and ended up paying to be seen privately .

3/19/2019 3:46 PM

142 Varies greatly week by week 3/19/2019 3:36 PM

143 In same day to book 1 appointment is not easy when i call at 8h am .I wait long time in the
kew(landline) and some times doesn't have doctor.ĺ

3/19/2019 3:22 PM
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144 Never no appointments always told to go to walk in on a Monday or Thursday and they all argue
which this week scared my daughter!! It's a joke of a place they need to do some sort of ticket on
arrival or names on arrival

3/19/2019 3:16 PM

145 You can book online for slots at least a week away - or call at 8am and be on hold for 10-15
minutes to try and get a slot that day with an unknown doctor. Otherwise there’s no flexibility or
support from reception.

3/19/2019 3:15 PM

146 There are always too many people on the phone to book an appointment! 3/19/2019 3:14 PM

147 It's good that they have a few slots bookable online in advance as well as the same day booking
system, which means I can see someone. Making an appointment with your regular doctor could
be difficult sometimes, but it's not impossible.

3/19/2019 3:14 PM
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10.09% 67

65.66% 436

24.25% 161

Q2 What is your preferred way to book appointments?
Answered: 664 Skipped: 5

TOTAL 664

# OTHER (PLEASE SPECIFY)COMMENTS DATE

1 Online would be ideal as when i call, it often takes many, many rings before someone picks up.
Sometimes i have to ring back.

3/28/2019 10:30 AM

2 However the phone queue first thing at 8am can be over 20 people long so i try to book online for
non emergency appointments

3/24/2019 5:23 PM

3 I’d like availability to be a little earlier, so 2 days instead of 2 weeks 3/21/2019 4:55 PM

4 I know it's possible but you have to get a login at the office and I never remember to ask nor has it
ever been offered. This should be easier and promoted.

3/21/2019 11:34 AM

5 Phone and online depending on the urgency. 3/20/2019 8:29 PM

6 Many times I book online. 3/20/2019 5:56 PM

7 Once or twice we’ve popped into the practice when the phone is continually busy. 3/20/2019 3:39 PM

8 And sometimes to call 3/20/2019 2:52 PM

9 Alternatively over the phone But never online 3/20/2019 12:04 PM

10 Appointments are usually needed fairly immediately/soon so phone most direct way. Also easier to
offer alternative times.

3/20/2019 11:41 AM

11 But there are not any early morning or late evening appointments online so I always have to call
instead of booking online

3/20/2019 11:14 AM

12 Easy for me by phone 3/20/2019 11:09 AM

13 This works well 3/20/2019 10:39 AM

14 In person if am already at the GP, otherwise on the phone 3/20/2019 10:03 AM

15 Or on the phone 3/20/2019 9:58 AM

In person at
GP practice

On the phone

Online

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

ANSWER CHOICES RESPONSES

In person at GP practice

On the phone

Online
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16 Haven’t made an appointment yet! 3/20/2019 9:04 AM

17 Phone and against on line as old people may struggle with on line. Also on line means data or
WiFi broadband and not everyone wants or has internet for on line services

3/19/2019 10:33 PM

18 I am not that technically able. 3/19/2019 10:22 PM

19 Mostly make follow up appointments with GP,sometimes via calling reception. 3/19/2019 10:02 PM

20 One can book in advance if there is no urgency 3/19/2019 8:44 PM

21 No comments 3/19/2019 8:23 PM

22 See Comments on Q1. 3/19/2019 8:07 PM

23 I am too old to do it online 3/19/2019 8:06 PM

24 In person as well! 3/19/2019 8:00 PM

25 In person or by telephone. 3/19/2019 7:46 PM

26 Great if you get through - see above 3/19/2019 7:16 PM

27 Hard to get through for appointment 3/19/2019 7:07 PM

28 Takes a long time to answer... tiring especially when one is not well. 3/19/2019 7:03 PM

29 Same day phone booking: I was 25th in the queue when I called at 8:02am. 3/19/2019 6:59 PM

30 Happy with online too 3/19/2019 6:57 PM

31 Never tried online but will do now I know its possible. 3/19/2019 6:56 PM

32 Don’t like to use online 3/19/2019 6:55 PM

33 But when calling I’ve always been dealt with promptly so have no complaints on phone either. 3/19/2019 6:48 PM

34 They intertained very well 3/19/2019 6:42 PM

35 Don't care as long as I get appointment, would be good if you could book appointment with the
nurse online

3/19/2019 6:40 PM

36 I love boking online but sadly this service is oftent not workkng 3/19/2019 6:36 PM

37 I am only able to book on the telephone and have to wait on hold for 10 minutes even though i call
at 7:59am. It is rare that i get an appointment and have had to call on multiple telephones in order
to get a chance in the queue

3/19/2019 6:33 PM

38 Very efficient if not wanting a particular doctor 3/19/2019 6:13 PM

39 Also some times by pjone 3/19/2019 6:05 PM

40 Online because of the v busy phone line. 3/19/2019 6:05 PM

41 Dont have online access yet 3/19/2019 6:02 PM

42 N/A 3/19/2019 5:57 PM

43 I ring up and I am always told no appointments and to ring back later or try next day at 8.30 3/19/2019 5:52 PM

44 Online though if not urgent, but my prescriptions had ran out and it had issues beside a number of
medicines for some reason

3/19/2019 5:51 PM

45 I was given online code access but found it impossible to use so I now use phone only. 3/19/2019 5:51 PM

46 Online however last minute appointments are not available online so I always have to phone. 3/19/2019 5:48 PM

47 Sometimes you stay on line 15 minutes waiting for your turn . Then all is fully booked 3/19/2019 5:41 PM

48 This is a brilliant system can be used any time day or night and also can cancel if necessary 3/19/2019 5:37 PM

49 Online is the best way to do it as when calling reception they very rarely tell you when the next
appointment is

3/19/2019 5:22 PM

50 If you need a day appointment or urgent if not a chance and on depending who’s answering the
phone you get treated Good or BAD

3/19/2019 5:14 PM

51 For routine 3/19/2019 4:59 PM
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52 But your systems need to be able to cope with the viiime of calls and it seems that st the moment
you are struggling.

3/19/2019 3:46 PM

53 Online or by phone 3/19/2019 3:17 PM

54 Endlessly on hold trying to book appointments. 3/19/2019 3:15 PM

55 Online appointment can be made anytime and it's easy. But I still like to have the same day phone
appointment as we sometimes need to see GP urgently.

3/19/2019 3:14 PM

56 If there are no appointments in the immediate future, I’ll call in the morning. 3/19/2019 3:13 PM
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65.71% 433

16.08% 106

18.21% 120

Q3 Do you know that you can book appointments, order repeat
prescriptions, access your personal medical records and test results

online?
Answered: 659 Skipped: 10

TOTAL 659

# COMMENTS DATE

1 I didn’t know about that 4/10/2019 7:20 PM

2 I was unable to get my blood results in line recently & was then charged £2 to have them printed
off so this is false that test results are available on line

4/1/2019 11:08 AM

3 But only appointments and repeat prescription can be done. 3/26/2019 7:13 PM

4 I did not know I could do this... 3/24/2019 8:36 PM

5 Knew some but not all 3/23/2019 4:52 PM

6 Did not know I could access personal records on time 3/23/2019 1:24 PM

7 I have never successfully gone on line to make an appointment or order a repeat Subscription 3/22/2019 5:36 PM

8 Online booking doesn’t really appeal to me sorry 3/22/2019 4:41 PM

9 The massive problem is that once the email for repeat proscription is sent, the staff acting on it
makes mistakes. I ask for my mum and they sometimes do a printed ones rather than sending it to
the boots pharmacy I ask for. It is then such a massive issue as I don’t live in London and have to
organise collection

3/22/2019 10:01 AM

10 I hardly need to use the practise however I will remember to book on line 3/21/2019 8:26 PM

11 Have been given a username and password 3/21/2019 4:07 PM

12 As above 3/21/2019 11:34 AM

13 Prefer to make appointments talking to a actual person 3/21/2019 11:33 AM

Yes

No

I would like
to use onlin...

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

ANSWER CHOICES RESPONSES

Yes

No

I would like to use online service and will ask practice receptionist for my user name and password
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14 I know I can order Repeat Prescriptions via e-mail. 3/21/2019 9:48 AM

15 Tho I didn’t realise I could get test results on line 3/21/2019 7:38 AM

16 Sorry... should use on line bit old fashioned! 3/20/2019 11:51 PM

17 I knew I could order repeat prescriptions which I do but not book appointments. 3/20/2019 10:49 PM

18 l have only needed two or three visits to the medical centre, will think about registering for online
services.

3/20/2019 9:39 PM

19 And use it! 3/20/2019 7:14 PM

20 I did ask for the prescription to be sent to the chemist and it did not happen. I had to collect it from
the surgery. The next repeat prescription will need to be double the amount I dread having to
negotiate this issue to a satisfactory conclusion.

3/20/2019 3:51 PM

21 Online isn’t a preferred option! Internet scams are on the rise daily! Obviously networking with
hospital info is vital! But be mindful with patents’ private info! Privacy should be crucial.

3/20/2019 3:39 PM

22 I wan aware it was a option 3/20/2019 1:52 PM

23 I’m happy to this easier 3/20/2019 11:09 AM

24 It is very easy and convenient to request repeat prescriptions on line. 3/20/2019 10:39 AM

25 I am a doctor and would like to access my results online. I was unaware that it was allowed. 3/20/2019 10:11 AM

26 I was aware that you could book appointments online but not aware of the other online services 3/20/2019 8:45 AM

27 Have this device for repeat prescriptions at present. 3/20/2019 6:58 AM

28 But your website is awful. My test results do not show up. 3/19/2019 10:57 PM

29 unfortunately KMC does not give access to our personal records and test results and we have to
pay to get copy of our results. I have asked for it in the past 2 years but they are not willing to do it.
They need to change soon!

3/19/2019 10:47 PM

30 People with cognitive problems can’t do on line and not everyone can afford broadband 3/19/2019 10:33 PM

31 Not secure enough technically 3/19/2019 10:22 PM

32 I prefer to do such things in person not online. 3/19/2019 10:02 PM

33 I find this the easiest way of communicating with my surgery 3/19/2019 9:41 PM

34 Repeat prescription process is very well done. Unable however to access online test results and
personal medical record. In the manage online services section, response is “not offered by KMC”

3/19/2019 9:12 PM

35 I’d like to be able to set up an online account without having to come to the surgery to do it. 3/19/2019 9:09 PM

36 I have had difficulty in getting the online system to work 3/19/2019 8:40 PM

37 No comments 3/19/2019 8:23 PM

38 I sent a request for a repeat prescription on 14 March. I also asked someone to respond regarding
some tests which I believe are due. While I got the prescription, my request regarding the tests
was ignored. No one responded. I’ve now had to make an appointment to see a doctor for the
tests to be ordered ( rather than picking up the test requests at the same time as the prescription).

3/19/2019 8:07 PM

39 Didn’t know, very useful. 3/19/2019 7:46 PM

40 Password has seemed to change quite often so it has not been easy to use that service. 3/19/2019 7:45 PM

41 No 3/19/2019 7:43 PM

42 I didn’t get any information from NSH 3/19/2019 7:23 PM

43 I have been given this before, but unfortunately keep losing the details. Is there a way to get it
without approaching the main reception desk?

3/19/2019 7:19 PM

44 Excellent service - thank you 3/19/2019 7:16 PM

45 This is good news 3/19/2019 7:12 PM

46 But no one ever told us 3/19/2019 7:07 PM

47 Had no prescriptions when I asked for Crestor. 3/19/2019 7:03 PM
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48 Still like the personal touch 3/19/2019 6:56 PM

49 I was aware of repeat prescriptions but not other services. Plus I don’t know how to do it. 3/19/2019 6:56 PM

50 India y know but I would love to great! 3/19/2019 6:52 PM

51 I currently use email for repeat prescriptions 3/19/2019 6:50 PM

52 Already happy user 3/19/2019 6:50 PM

53 My mother us in her 99th year and has no computer! She has a foreign Carer who does not use
the Computer

3/19/2019 6:48 PM

54 Often, test results do not show up on the service. 3/19/2019 6:47 PM

55 They are very good 3/19/2019 6:42 PM

56 Good idea booking online 3/19/2019 6:40 PM

57 Not all customer accounts allow test results yo be viewed online 3/19/2019 6:40 PM

58 Got paper to do on line booking but I can’t get on line 3/19/2019 6:40 PM

59 As above 3/19/2019 6:36 PM

60 No comment 3/19/2019 6:23 PM

61 Always do it if I can 3/19/2019 6:13 PM

62 No I don't like online booking 3/19/2019 5:57 PM

63 I have an online user name and password 3/19/2019 5:51 PM

64 But phone system is corrupt as above outlined. And issues aginst prescriptions after a number of
times ordering online

3/19/2019 5:51 PM

65 See above comments 3/19/2019 5:51 PM

66 All signed up 3/19/2019 5:40 PM

67 I didn't know you could get test results or medical records on line 3/19/2019 5:37 PM

68 Online not easily accessed 3/19/2019 5:28 PM

69 i am not very tech savvy 3/19/2019 5:27 PM

70 I am not keen 3/19/2019 5:23 PM

71 I recently became aware of this by researching g it on the internet. 3/19/2019 5:03 PM

72 Prefer to phone 3/19/2019 4:59 PM

73 Works well 3/19/2019 4:46 PM

74 Not At This Time Thankyou 3/19/2019 4:45 PM

75 Order prescription online but forgot about other facilities online. 3/19/2019 3:32 PM
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57.68% 383

32.23% 214

7.08% 47

3.01% 20

Q4 How helpful do you find the receptionists?
Answered: 664 Skipped: 5

TOTAL 664

# COMMENTS DATE

1 Most of the times am told there’s no appointment available on the day ,etc 3/28/2019 12:27 PM

2 It’s good.. 3/24/2019 8:36 PM

3 In general they are very helpful but one of them is to unpleasant to talk to 3/24/2019 8:24 PM

4 Sometimes phone rings a long time. 3/23/2019 1:41 PM

5 I am being generous here. To say not helpful would be unfair but they are not your strong point. 3/23/2019 10:48 AM

6 They lack training 3/22/2019 10:01 AM

7 ‘Not very helpful’ is a huge understatement. They are very rude, never answer emails, and just
make life hard work. By far the worst part of this surgery. Makes the whole process difficult.

3/22/2019 8:36 AM

8 They have always been extremely helpful 3/21/2019 8:26 PM

9 Always pleasant & willing to help 3/21/2019 2:08 PM

10 They just tell you what room to go to. No other interaction ever received - especially regarding info
about online services.

3/21/2019 11:34 AM

11 Not had to call for a while 3/21/2019 9:48 AM

12 They are really great... v helpful and understanding and kind 3/20/2019 11:51 PM

Very helpful

Fairly helpful

Not very
helpful

I have no
opinion

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

ANSWER CHOICES RESPONSES

Very helpful

Fairly helpful

Not very helpful

I have no opinion
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13 Haven't had much cobtact with receptionists, they seem friendly. 3/20/2019 9:39 PM

14 Can be a little abrupt at times. 3/20/2019 7:14 PM

15 Surly and dismissive. 3/20/2019 3:51 PM

16 For decades we had a fab Reception Team. Kate & others are missed! The current Team may
learn to smile, offer a pleasant welcome & have a polite attitude so they enjoy their job with ease!

3/20/2019 3:39 PM

17 See above 3/20/2019 1:52 PM

18 Incredibly lovely and welcoming 3/20/2019 12:04 PM

19 See previous comment. 3/20/2019 11:35 AM

20 They’re great in the face of some awkward patients 3/20/2019 11:19 AM

21 Very satisfied 3/20/2019 11:09 AM

22 very helpful and friendly, very good team 3/20/2019 10:56 AM

23 Even when they are busy -- courteous and v helpful 3/20/2019 10:11 AM

24 They always try 3/20/2019 9:58 AM

25 Never met 3/20/2019 9:04 AM

26 Nice staff and helpful 3/20/2019 7:05 AM

27 The problem is that the lines are too busy in the morning even if you call prior to opening... and
you wait to be served but then the appointments are all gone and doctors are always busy with
appointments for 2/3 weeks later.

3/19/2019 11:31 PM

28 The receptionists like all the staff/doctors are very professional and friendly. 3/19/2019 10:33 PM

29 They are not very helpful or friendly.They make one feel one is being a nuisance. 3/19/2019 10:22 PM

30 They are greatly friendly and helpful 3/19/2019 10:06 PM

31 Always friendly,courteous and helpful. 3/19/2019 10:02 PM

32 All the receptionists are very good and do a very good job under the circumstances 3/19/2019 9:41 PM

33 No comments 3/19/2019 8:23 PM

34 She is very kind and helpful 3/19/2019 8:23 PM

35 I used to find the staff very helpful but my last experience was bad - whoever answered the phone
was shockingly belligerent and unhelpful. If it happens again, I would probably make an
appointment to report the problem to a doctor.

3/19/2019 8:07 PM

36 At times, they are in a hurry. 3/19/2019 7:56 PM

37 They have an appalling telephone manner but face to face they are helpful. 3/19/2019 7:40 PM

38 Particularly Olive! 3/19/2019 7:16 PM

39 This last time wonderful assistance Thank you 3/19/2019 7:07 PM
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40 Terrible!! I was given an appointment on the 11th of March at 3.40 . Arrived at the clinic to be told
my appointment Trent was for 11am ! I said that was impossible as o wS in two meetings which
had been in the diary since two weeks, at 9.30 and 11... people coming to see me at home. The
receptionist kept insisting there was no appointment made at 3.40, which was obvious, and kept
saying who made the appointment? I said I do not ask the name, surely it should be on your
computer. She was rude, kept saying sr could do nothing. I explained if she could tell the doctor
that the desk had made a mistake and could she she speak to the doctor between his
appointments ,as I was leaving the next day. She was dismissive and kept saying there had been
a notification sent out in the morning for the appointment at 11.... to which I said, because I had
these important meetings , my phone was turned off. She refused to acknowledge the mistake,
said I should call the next morning at 8pm where one can wait up to half an hour to get thru and I
was leaving anyway. It just show there is no humanitarian attitude, did not want to concede that a
mistake had been made!! Off handing and rude!! I am going to try to go to another GP officer....
have asked them to give me my medical file!! Also there is no stability with your doctors... we have
had three sets !! In Dr Boteham’s practice we saw him throughout so he could follow. Pretty badd
show. I also insist you are transport ant and lodge this complaint with the NHS customer service!!!
Regards Mrs Jsveri

3/19/2019 7:03 PM

41 Please let us have less turn over at the desk 3/19/2019 6:56 PM

42 Somewhat dismissive/not friendly & def not welcoming. 3/19/2019 6:56 PM

43 They are very helpful in the case of an emergency but should push online registration as this
should make everyone’s life easier.

3/19/2019 6:56 PM

44 Always excellent response 3/19/2019 6:51 PM

45 Outstanding 3/19/2019 6:50 PM

46 Some excellent others slightly laconic 3/19/2019 6:50 PM

47 Occasionally, a receptionist may give off a vibe of feeling put out by a request. 3/19/2019 6:47 PM

48 They are entertaining 3/19/2019 6:42 PM

49 There all very helpfull 3/19/2019 6:40 PM

50 The office staff are terrific 3/19/2019 6:33 PM

51 No commenyMy 3/19/2019 6:23 PM

52 I feel as though they are understaffed 3/19/2019 6:20 PM

53 No smile; no warmth; but efficient 3/19/2019 6:13 PM

54 The team has changed. They used to be very nice. The new team is unnecessarily being
unhelpful and difficult.

3/19/2019 6:07 PM

55 Variable. Some v helpful, others less so. 3/19/2019 6:05 PM

56 They are very polite and respectful 3/19/2019 5:57 PM

57 Some are better than others , it’s like talking to a robot sometimes 3/19/2019 5:52 PM

58 Well spoken and polite, very helpful and kind. 3/19/2019 5:51 PM

59 Because Id held for 25 minutes when 8th in the queue but she couldn't explain why all the
appointments had been booked even though you have more than 7 appointments in a day

3/19/2019 5:51 PM

60 Bad attitude and any requests are to much trouble 3/19/2019 5:48 PM

61 Generally cannot be bothered to assist 3/19/2019 5:38 PM

62 Not helpful at all 3/19/2019 5:38 PM

63 Some are more helpful than others 3/19/2019 5:32 PM

64 Wonderful 3/19/2019 5:31 PM

65 A bit frosty but helpful. 3/19/2019 5:27 PM

66 We love Olive she is fab 3/19/2019 5:23 PM

67 Depending on who’s there 3/19/2019 5:14 PM

68 They are not very cheerful or particularly pleasant but maybe it is not a cheerful job. 3/19/2019 5:03 PM
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69 One very good, one less helpful 3/19/2019 5:03 PM

70 Efficient but brusque 3/19/2019 4:59 PM

71 They Make Time For You 3/19/2019 4:45 PM

72 Some are nice, sometimes very rude and unhelpful 3/19/2019 3:49 PM

73 I recently left a urine sample for a GP to test (at his request) & it was never passed on to him. It
was left at reception all day . Had I not called to see what was going on, I’d still be waiting . This
was a complete waste of my time and the Dr’s time. I got an apology from the person on reception
but frankly it’s unacceptable . I was a medical PA myself in the private sector and this error would
have cost me my job.

3/19/2019 3:46 PM

74 some are very polite and some are pretty rude!! 3/19/2019 3:31 PM

75 Receptionists improved greatly. Before they are argumentative but now they are more helpful. 3/19/2019 3:14 PM
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52.14% 305

16.41% 96

31.45% 184

Q5 When needed, are you able to see a GP urgently?
Answered: 585 Skipped: 84

TOTAL 585

# PLEASE SPECIFY WHY WAS IT URGENT E.G. REPEAT PRESCRIPTION, INFECTION,
INJURY, CHILDHOOD ILLNESS, ETC.

DATE

1 Not needed to. 4/20/2019 12:08 AM

2 I haven’t had cause to see a doctor urgently recently. 4/15/2019 9:06 AM

3 Illness 4/10/2019 7:20 PM

4 N/A yet, I’ve transferred from the Boreham/Rowley practice 4/10/2019 4:39 PM

5 Illness 4/7/2019 10:08 AM

6 Not necessary so far (fingers crossed) but sure response would be good. 4/4/2019 10:47 AM

7 The doctor I wanted was not available 4/2/2019 9:18 AM

8 Never needed an urgency. (I am a Hospital Cobsultant after all!) 4/1/2019 11:50 AM

9 I needed to see GP as had severe asthmatic attack the previous night but was told there was no
appointments available and to go to A and E

3/28/2019 12:27 PM

10 I have not needed an urgent appointment 3/27/2019 6:59 PM

11 I think so but personally I have never try to get a urgent appointment have not had a cause to 3/26/2019 11:44 AM

12 Have not needed to so unable to comment. 3/25/2019 10:20 AM

13 1. Infection after my operation 2. And another time I was prescribed medication and neither the
doctor nor I realised I was allergic to it till I almost ended up in a&e.. I was very fortunate to be
able to speak to the doctor who advised me immediately to stop taking the tablets..

3/24/2019 8:36 PM

14 I always get the same reply, call tomorrow or do it on line, the urgency was because of the
symptoms of pneumonia

3/24/2019 8:24 PM

15 Childhood illness 3/24/2019 5:23 PM

Yes

No

Sometimes

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

ANSWER CHOICES RESPONSES

Yes

No

Sometimes
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16 I haven't needed to try 3/23/2019 8:10 PM

17 My daughter was not 3/23/2019 1:24 PM

18 Don't know as it hasn't arisen 3/23/2019 10:48 AM

19 It’s difficult for me to respond 3/22/2019 11:33 PM

20 Dr Mark Sweeney is a perfect and excellent example of a good doctor. He truly cares about his
patients and ensure they receive good care with other colleagues he refers them to.

3/22/2019 10:45 PM

21 Kidney infection 3/22/2019 5:36 PM

22 On Showing condition which required a blood test 3/22/2019 4:41 PM

23 At my mum’s last diabetic check I asked for mum to be referred to hospital for an urgent check and
they agreed but nothing has come out of that and when I asked at the reception, they could not
even find a record of it and told me that I have to make another appointment with her gp to get
referral. Very very frustrating as I don’t live in London

3/22/2019 10:01 AM

24 Don‘t know. Fortunately I have so far never had to 3/21/2019 8:25 PM

25 That’s the great thing about KMC Whatever problem I have the service is fantastic. 3/21/2019 4:07 PM

26 Repeat prescriptin 3/21/2019 3:16 PM

27 Repeat prescription & an abdominal pain 3/21/2019 2:08 PM

28 Severe chest pain 3/21/2019 12:52 PM

29 Never asked for emergency appointment 3/21/2019 12:13 PM

30 Eye infection worsened over several days and was not able to get appointment. Finally I insisted
and got sent to a clinic on Flood Street who also diagnosed me with mumps (later to be told that
was a false diagnosis.)

3/21/2019 11:34 AM

31 Illness 3/21/2019 9:54 AM

32 Once again - not currently applicable 3/21/2019 9:48 AM

33 I don’t know, we haven’t tried to book urgently. 3/21/2019 8:02 AM

34 It’s not often urgent but when I needed a referral as there was concern that I had cracked my knee
cap just before going skiing they were very helpful

3/21/2019 7:38 AM

35 Concern about my blood test results. 3/21/2019 1:03 AM

36 Not sure... a bit nervous of the whole system of ringing in the morning, queuing for an answer and
then not getting an appointment that day and worrying that my problem wasnt as important as
others

3/20/2019 11:51 PM

37 Illness.... I was checked and sent immediately to the Hospital. 3/20/2019 11:08 PM

38 Illness. 3/20/2019 10:49 PM

39 Not been necessary so far. 3/20/2019 9:39 PM

40 Childhood illness 3/20/2019 8:29 PM

41 I never was in need with an urgent appointment 3/20/2019 8:02 PM

42 Please see my first response 3/20/2019 4:31 PM

43 Painful Injury from fall when I fainted 3/20/2019 3:39 PM

44 Childhood illness. 3/20/2019 3:21 PM

45 Fortunately I have not had to see a doctor urgently. 3/20/2019 2:51 PM

46 I have never had to book an urgent appointment but I am sure it would not be a problem. 3/20/2019 2:35 PM

47 I am asthmatic Allergy prone 3/20/2019 1:52 PM

48 Eye problem 3/20/2019 1:50 PM

49 No urgent appointment needed so far 3/20/2019 11:53 AM

50 Blood Clot in my leg. 3/20/2019 11:35 AM
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51 I can’t remember if I’ve an emergency call 3/20/2019 11:09 AM

52 I haven’t had urgent need, but in the normal course of things online appointment availability has
been some way ahead.

3/20/2019 11:03 AM

53 allergy 3/20/2019 10:56 AM

54 Never needed to see one urgently 3/20/2019 10:51 AM

55 Injury 3/20/2019 10:39 AM

56 I imagine so - have never had reason to do so. 3/20/2019 10:11 AM

57 N/A 3/20/2019 9:35 AM

58 Don’t know 3/20/2019 9:04 AM

59 Excruciating pain 3/20/2019 8:45 AM

60 The receptionist thought I needed to see a doctor and I was told it was over a week's wait for the
appointment. However it was the nurse I needed and was given an appointment of my choice.

3/20/2019 8:30 AM

61 Sometimes difficult to get a same-day appointment, particularly if it needs to be in the afternoon 3/20/2019 8:12 AM

62 N/A 3/20/2019 8:06 AM

63 When health problem occurred and need the GP to review the sickness for better treatment 3/20/2019 7:30 AM

64 Not yet applicable 3/20/2019 6:58 AM

65 I was number 30 on a phone call and had to wait a week for checking medication. It isn’t easy to
get an appointment, but once at the appointment the doctors are wonderful.

3/20/2019 12:00 AM

66 Anxiety about symptoms and to discuss diagnosis and prescription 3/19/2019 10:33 PM

67 Infection 3/19/2019 10:30 PM

68 Blockage intestinal 3/19/2019 10:22 PM

69 It really happened only once, it was an allergy 3/19/2019 10:06 PM

70 Various problems both physical and psychological which have manifest over the years. 3/19/2019 10:02 PM

71 Happily I have never needed to see my GP urgently 3/19/2019 9:52 PM

72 Fortunately I have not yet needed an urgent appointment. No problem receiving repeat
prescriptions on line

3/19/2019 9:49 PM

73 I was coughing very badly, and I had to wait a very long time 3/19/2019 9:43 PM

74 I have sometimes had to wait a day or two to get an appointment especially when I was suffering
with migraine problems

3/19/2019 9:41 PM

75 Never tried it. 3/19/2019 8:49 PM

76 Never had to 3/19/2019 8:44 PM

77 But haven't had to try! 3/19/2019 8:35 PM

78 N/A 3/19/2019 8:29 PM

79 Not tried 3/19/2019 8:24 PM

80 Never had an urgent need 3/19/2019 8:23 PM

81 All of the above 3/19/2019 8:23 PM

82 I haven’t needed any urgent appointment 3/19/2019 8:12 PM

83 See previous comments. 3/19/2019 8:07 PM

84 I think so. Not tested. 3/19/2019 7:59 PM

85 To Follow up on illness and tests 3/19/2019 7:56 PM

86 I never needed 3/19/2019 7:46 PM

87 For Infection or illness yes definitely but repeat prescription takes longer. The latter is
understandable.

3/19/2019 7:45 PM
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88 Prescription 3/19/2019 7:43 PM

89 Prescription. I missed the 08:00 phone in as there were 18 calls ahead. GP did call me back
however.

3/19/2019 7:42 PM

90 I was outside of London and needed an urgent repeat prescription. I missed the doctor’s phone call
and the receptionists wouldn’t allow me to speak again. I had to go to a local doctor who called
you. Even they said that the practice has an obstructive approach (not to me, but in front of me as
they were discussing how to get me some pills.) after the local doctor called, the Knightsbridge
team were then helpful.

3/19/2019 7:40 PM

91 Not needed yet ! 3/19/2019 7:12 PM

92 Child illness 3/19/2019 7:07 PM

93 It is always busy. 3/19/2019 7:06 PM

94 Fortunately I haven’t had the need 3/19/2019 7:04 PM

95 I wouldn’t know . I never had an emergency do far 3/19/2019 7:02 PM

96 My daughter had a staph infection and needed urgent treatment 3/19/2019 7:00 PM

97 Symptoms of pneumonia which I have now had three timed 3/19/2019 6:57 PM

98 Have not tried 3/19/2019 6:56 PM

99 Not as good as before 3/19/2019 6:56 PM

100 I had conjunctivitis & went to pharmacy who prescribed stuff & it got worse. Very painful & could
hardly see. Couldnt get appointment for a week & recetionist told me to go to A&E - which seemed
ridiculous but I felt I had little choice.

3/19/2019 6:56 PM

101 Infection (self). Child Illness (2 boys on separate occasions). Excellent service 3/19/2019 6:56 PM

102 Never needed 3/19/2019 6:52 PM

103 Repeat prescription 3/19/2019 6:51 PM

104 Never really had an emergency 3/19/2019 6:50 PM

105 Elderly frail husband 3/19/2019 6:50 PM

106 My mother suffers from Dementia and many urinary tract infections. She needs medical support
preferably outside hospital.

3/19/2019 6:48 PM

107 Prescription, childhood illness. 3/19/2019 6:47 PM

108 Inj8 3/19/2019 6:47 PM

109 Injury However you must be ringing at 2 mins to 8am to get an appointment on that day 3/19/2019 6:46 PM

110 Have never tried to book urgent appointment. 3/19/2019 6:45 PM

111 They give me good advice for what I do 3/19/2019 6:42 PM

112 Never had an urgent situation 3/19/2019 6:42 PM

113 N A 3/19/2019 6:40 PM

114 Repeat prescription 3/19/2019 6:40 PM

115 Injury 3/19/2019 6:36 PM

116 Yes but never on day 3/19/2019 6:36 PM

117 Infection 3/19/2019 6:34 PM

118 prescription 3/19/2019 6:33 PM

119 Not applicable 3/19/2019 6:32 PM

120 My daughter was very ill. 3/19/2019 6:23 PM

121 Haven’t ever asked for this service 3/19/2019 6:19 PM

122 Can’t remember what was the situation. 3/19/2019 6:16 PM

123 Na 3/19/2019 6:14 PM
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124 Discovered new mole; only needed a referral 3/19/2019 6:13 PM

125 Fortunately not necessary 3/19/2019 6:09 PM

126 Repeat prescriptions 3/19/2019 6:09 PM

127 Sprained ankle 3/19/2019 6:07 PM

128 Illness. 3/19/2019 6:05 PM

129 Unable to buy needed medication without prescription and could wait four days 3/19/2019 6:00 PM

130 Childhood illness 3/19/2019 5:59 PM

131 N/A 3/19/2019 5:57 PM

132 Farcical 3/19/2019 5:52 PM

133 Have been able to book in the past but not the last x2 occasions. See above reason. 3/19/2019 5:51 PM

134 Repeat perscriptipn. 3/19/2019 5:47 PM

135 Urinary tract infection and miscarriage 3/19/2019 5:44 PM

136 I haven’t had the need of an urgent appt therefore can’t answer your quest 3/19/2019 5:42 PM

137 Repeat issue that would never referring so time was of the essence 3/19/2019 5:40 PM

138 Infection 3/19/2019 5:38 PM

139 I’ve not had to see a doctor urgently 3/19/2019 5:38 PM

140 Needed a prescription 3/19/2019 5:37 PM

141 Infection 3/19/2019 5:37 PM

142 Prescription that required a visit to a doctor 3/19/2019 5:35 PM

143 So far not required 3/19/2019 5:31 PM

144 Sick baby. 3/19/2019 5:27 PM

145 One time I got a GP on the phone the same day, who advised me to go to the A&E. 3/19/2019 5:26 PM

146 My doctor Had a heart problem 3/19/2019 5:23 PM

147 not needed to see GP urgently 3/19/2019 5:19 PM

148 Childhood illness particularly 3/19/2019 5:14 PM

149 I have never had an urgent need to see anyone. 3/19/2019 5:03 PM

150 Recovering from major surgery and needed to see a doctor to discuss test results but was not able
to. If you miss the 8am window to book an emergency appt then you are not going to get one

3/19/2019 5:03 PM

151 N/A 3/19/2019 4:59 PM

152 Illness 3/19/2019 4:59 PM

153 Never had to with any real urgency 3/19/2019 4:46 PM

154 Such An Urgent Request Has Not Occurred To Date 3/19/2019 4:45 PM

155 Illness 3/19/2019 4:42 PM

156 Never had to. 3/19/2019 4:01 PM

157 It used to be much easier, now it’s often impossible 3/19/2019 3:49 PM

158 I had a urine infection & bladder stones and had to beg for a GP to squeeze me in. He couldn’t see
me on the same day . Could only offer to test my urine ( which went missing ). As a result of this
mistake & as a way of apology , I was offered an appointment for the next day .

3/19/2019 3:46 PM

159 Infection 3/19/2019 3:42 PM

160 Have not needed to see a GP urgently. 3/19/2019 3:32 PM

161 Not applicable reallya 3/19/2019 3:25 PM

162 Daughter very unwell, ended up just heading to hospital. 3/19/2019 3:15 PM
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163 Haven’t tried 3/19/2019 3:12 PM
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Q6 At your last appointment, how good was the doctor at
Answered: 661 Skipped: 8

Very good Good Fair Poor No comment
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Explaining
tests results

Involving you
in decisions...
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Q7 At your last appointment, how good was the nurse at
Answered: 624 Skipped: 45
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13.94% 91

47.47% 310

24.96% 163

8.12% 53

5.51% 36

Q8 What is your preferred way to find out about new services at our GP
practice?

Answered: 653 Skipped: 16

TOTAL 653

# OTHER (PLEASE SPECIFY) DATE

1 N 3/27/2019 9:21 AM

2 posters and email 3/25/2019 6:39 PM

3 Through my GP 3/24/2019 8:24 PM

4 Via my wife, who has more contact with practice than I do. 3/21/2019 9:48 AM

5 Call the practice 3/21/2019 12:55 AM

6 Tv screen 3/20/2019 11:27 PM

7 Letter via post. 3/20/2019 10:49 PM

8 I 3/20/2019 4:31 PM

9 Hello 3/20/2019 3:17 PM

10 Email 3/20/2019 3:10 PM

11 M 3/20/2019 3:07 PM

12 Letter is preferred because of my age. 3/20/2019 12:34 PM

GP practice
website

Email

SMS

Posters and
leaflets at ...

Other (please
specify)
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13 SMS for simple matters . Email for more complex matters eg Test results - I want the actual figures
- but I am a surgeon and medically cognisant.

3/20/2019 10:11 AM

14 Send letters 3/20/2019 2:27 AM

15 When I am at the surgery I always look around and see what posters are up 3/19/2019 9:41 PM

16 The doctor was unable to prescribe the medication I needed 3/19/2019 8:24 PM

17 Phone 3/19/2019 8:23 PM

18 No comments be more supportive 3/19/2019 8:23 PM

19 I don’t understand the question. I’ve been a patient for many years and am struggling to remember
when the practice ever communicated with me about its services. I don’t understand the question. I
have been a patient for many years and am struggling to recall any time the practice ever sent me
a communication regarding its services, let alone new ones.

3/19/2019 8:07 PM

20 Go in and ask, nurse, receptionist or Doctor. 3/19/2019 8:00 PM

21 SMS 3/19/2019 7:45 PM

22 I prefer to go personally to the surgery 3/19/2019 7:43 PM

23 N/A 3/19/2019 7:17 PM

24 I am happy 3/19/2019 7:13 PM

25 I never receive any news but would love to 3/19/2019 6:52 PM

26 Prefer not to receive too much correspondence in any form 3/19/2019 6:09 PM

27 Thanks 3/19/2019 6:07 PM

28 N/A 3/19/2019 5:57 PM

29 I 3/19/2019 5:46 PM

30 Altho I don’t receive any emails/sms 3/19/2019 5:42 PM

31 No comment 3/19/2019 5:37 PM

32 I always check my emails first thing so that would be the quickest way to become aware of any
new services

3/19/2019 5:36 PM

33 I don't need to make enquiries 3/19/2019 5:32 PM

34 Letter 3/19/2019 5:30 PM

35 Yes 3/19/2019 5:23 PM

36 By Enquiring Directly To The PracticeN 3/19/2019 4:45 PM
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59.79% 391

28.29% 185

8.41% 55

3.52% 23

Q9 How would you describe your overall experience of our GP surgery?
Answered: 654 Skipped: 15

TOTAL 654

# COMMENTS DATE

1 Thanks god I really don’t know 4/10/2019 7:20 PM

2 The service is good.. 3/24/2019 8:36 PM

3 Dr Squier is an excellent family doctor with extensive knowledge and is very accurate in his
diagnosis. He has a fantastic bedside manner and is very caring, friendly and patient. Nurse
Elizabeth is also excellent, very caring, friendly and patient

3/24/2019 5:23 PM

4 Having more women doctors available is very good. 3/23/2019 4:52 PM

5 Generally good with excellent nurse and good doctors Some difficulty with availability of
appointments

3/23/2019 1:24 PM

6 I explained above 3/22/2019 10:01 AM

7 I expect to have a more efficient approach to solve what it is the problem 3/21/2019 8:26 PM

8 Terrific patient care 3/21/2019 4:07 PM

9 Last appointment I had a few things wrong and the doctor said 'you know we only have 10
minutes' - I found this rude and not a good start to a chat about my health.

3/21/2019 11:34 AM

10 Where I have not commented is simply because I have not experienced the specific situation. 3/21/2019 10:25 AM

11 Very impressive 3/21/2019 10:21 AM

Very good

Good

Fair

Poor
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12 Unfortunately the doctors don't give enough time 3/21/2019 9:54 AM

13 I know it’s the same all over but I tend not to visit a gp till I really need to and then there are quite a
few different issues that I want to discuss that simply won’t fit into 10 mins... I don’t know how to or
whether I can book 2 consecutive appointments?

3/20/2019 11:51 PM

14 Would be better if could get appointments sooner. 3/20/2019 10:49 PM

15 As mentioned in answer to a previous question, have only visited the practice a few times. 3/20/2019 9:39 PM

16 The service by the GPs and nurse have always been excellent, but I find the booking system
inconvenient as it is hard to get appointments on the day or next day.

3/20/2019 8:29 PM

17 Doctor didn’t care about my concerns and I couldn’t feel that he wants to help. On my enquires he
was saying that he doesn’t have information and needs to do some research

3/20/2019 8:02 PM

18 The previous GP was excellent however the last kne I saw gave me the wrong prescription. The
receptionist was extremely rude when I tried to explain. Dr Brodie saved the day by phoning me .

3/20/2019 3:51 PM

19 Very nice to be able to get same-day appointments. Dr Brodie is a fantastic care-provider. 3/20/2019 3:50 PM

20 Excellent 3/20/2019 3:39 PM

21 For an exceedingly busy practice that surgery is first rate in every regard . Reassuring. 3/20/2019 1:52 PM

22 Extremely efficient and helpful 3/20/2019 12:04 PM

23 Very satisfying all the time if I’ve an appointment 3/20/2019 11:09 AM

24 really very good 3/20/2019 10:56 AM

25 De Friman was very thoughtful but she is on maternity now. In December I arrived and learned
that my appointment with another doctor was changed - accidentally or not - to an unfamiliar
doctor, a shorter Asian lady. I was in sever stress, i found a lump in my Breast, my mother had
died of Breast cancer. This doctor began by humiliating me by repeatedly stating that my
appointment was six minutes ago (so I had to apologise to her for tardiness). I had a nervous
breakdown in the practice, wept. The receptionist was kind and rescheduled me for another doctor
next day.

3/20/2019 10:25 AM

26 Well run and excellent rooms/location. My GP and practice Nurse are both first rate. 3/20/2019 10:11 AM

27 Have not used it a great deal - my main concern is that I will get a different doctor every time I
come

3/20/2019 8:45 AM

28 N/A 3/20/2019 8:06 AM

29 I did not see a nurse so no comment means not applicable 3/19/2019 11:30 PM

30 N/a 3/19/2019 10:57 PM

31 Feel lucky but worry the nhs won’t be around in the next 5 yrs as the Tory government is
determined to sink the nhs like all public services

3/19/2019 10:33 PM

32 This surgery excels in every way,the best medical practice I have ever been to. 3/19/2019 10:02 PM

33 The waiting time for an appointment is very very long 3/19/2019 9:45 PM

34 ALL the Drs that I have seen over the past year have been fantastic 3/19/2019 9:41 PM

35 I’m new to the UK (relocated from Australia in June 2018) and I thought the transition to the NHS
would be a difficult and impersonal process. Registering and dealing with KMC has been a very
easy and smooth experience and I’ve been very impressed with the overall service. The online
appointment prescription ordering service is excellent as this doesn’t exist in Australia.

3/19/2019 9:12 PM

36 Never had surgery 3/19/2019 8:44 PM

37 I am healthy for my age. I have found in the past over enthusiasm for putting me on medication
unnecessarily which actually made me ill. In that case I think I should have been listened to more
and that not all people of my age should be lumped together I

3/19/2019 8:40 PM

38 Be more helpful 3/19/2019 8:23 PM

39 Excellent level of medical care and thoroughness. 3/19/2019 8:15 PM

40 I have been registered with that GP practice for about 40 years and has always been very satisfied
with all services in that Practice.

3/19/2019 7:45 PM

30 / 43

Knightsbridge Medical Centre Patient Survey 2019



41 I have seen numerous different doctors some of whom were there only for the day and were not
helpful in responding to my needs

3/19/2019 7:44 PM

42 No comment 3/19/2019 7:23 PM

43 No comment as the 1 time I did want to go, could not get an appointment and found another NHS
service.

3/19/2019 7:22 PM

44 my GP is really good she explains clearly and suggest what you need to do and tell you all the
results clearly

3/19/2019 7:17 PM

45 Fantastic doctors - Particularly Dr Sapuay & Dr Brunyon. Always well informed and sort out
problems. Lucky to have them!!

3/19/2019 7:16 PM

46 Love dr Brunton so professional 3/19/2019 7:07 PM

47 The issue isn’t the level of care. It is that you are overbooked. Almost always. So In the end I go
private and only come to you when convenient

3/19/2019 7:06 PM

48 Nothing special , impartial and rushed 3/19/2019 6:57 PM

49 Some doctors just tell you to go to Boots. It is impossible to go to the gynecologist, which I think is
wrong. Women should have a regular check up once a year, like in other european countries.
Needing a GP referral to do it privately also makes things more difficult. Now I have to do it when I
travel. This is the most frustrating to me.

3/19/2019 6:51 PM

50 Excellent surgery 3/19/2019 6:51 PM

51 When different GP refers me to a different hospital when being dealt with a past problem. The
inability to see the same GP, is adding unnecessary stress...

3/19/2019 6:48 PM

52 My mother’s Carer deals with our mother Rachel Grant. She always asks us what we would like to
do. The doctors will phone me after a visit to the surgery or a home visit if I ask. This has been
excellent. Thank you

3/19/2019 6:48 PM

53 Too much turnover of doctors 3/19/2019 6:43 PM

54 I belive I am very lucky to have the knightsbridge medical centre I find it very good 3/19/2019 6:40 PM

55 Sometimes kept waiting for a while but if I'm running late my appointment gets cancelled yet
sometimes I have waited 15 mins after my appointment time

3/19/2019 6:40 PM

56 I say fair because some of the doctors i have seen have been great. The reception and calling and
booking an appointment is awful

3/19/2019 6:33 PM

57 No comment 3/19/2019 6:23 PM

58 Liked it when there were Saturday appointments. Also, is it possible to get Skype appointments? 3/19/2019 6:20 PM

59 Dr Victoria Pico is an exceptionally good doctor 3/19/2019 6:19 PM

60 No follow up. Doctors seem not to have time. Maximum 10 mins per patient and if I have another
question that might relate to a different condition/ illness I have to book another appointment.

3/19/2019 6:16 PM

61 Would be v helpful if mainline automated message was updated to include times when there's a
staff meeting, so that patients know why their call isn't being answered by anyone. Same applies to
the website - saves people turning up to find surgery closed due to a staff meeting, as happened to
me a couple of months ago. I would expect to see this as an update on the website or at least, an
updated voicemail message when phoning the main number. It's a good way of managing patient
expectations.

3/19/2019 6:05 PM

62 THEY ARE VERY HELPFUL 3/19/2019 5:57 PM

63 Doctors, nurses and prescriptions are great if one can get an appointment or available when in the
end I dropped in

3/19/2019 5:51 PM

64 It often smells badly and always looks unclean 3/19/2019 5:48 PM

65 Getting appointments are always a struggle 3/19/2019 5:46 PM

66 The doctor at my last appointment probably saved my life by deciding to send me down the cancer
path

3/19/2019 5:39 PM

67 The best GPs seem to leave quickly and it is difficult to see the same doctor twice without booking
far in advance

3/19/2019 5:38 PM
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68 I think this surgery is fantastic Can find no fault with it 3/19/2019 5:37 PM

69 Friendly and professional receptionist ... most of the doctors that I have met have been caring and
thorough in their examination

3/19/2019 5:36 PM

70 I have never had a doctor see my me on time. I usually wait at least 15-20 mins and the last time I
was sent upstairs and the doctor I was booked in to see was downstairs after half an hour I can
down to see the problem!

3/19/2019 5:35 PM

71 Excellent GP's 3/19/2019 5:32 PM

72 No long waits. Quick access often same day. Great doctors. Great location. 3/19/2019 5:27 PM

73 In the past very good but the last apt the doctor lady asked bizzare questions that dis not relate to
why I was there

3/19/2019 5:13 PM

74 I have great faith in my GP 3/19/2019 4:58 PM

75 Complete Confidence 3/19/2019 4:45 PM

76 Dr Brunton is excellent 3/19/2019 3:49 PM

77 The GPs at the practice are great but getting to see one has become almost impossible these
days .

3/19/2019 3:46 PM

78 waiting times are to long and people at the desk don't tell you if your doctor is running late. 3/19/2019 3:31 PM

79 Took my poorly daughter she had a temperature of 39 i asked for Calpol and was refused! 3/19/2019 3:16 PM

80 Very professional with appointment availabilty allowing inmediate or future planned ahead timings 3/19/2019 3:16 PM
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88.60% 583

4.86% 32

6.53% 43

Q10 Are you happy with the care and attention you receive at
Knightsbridge Medical Centre?

Answered: 658 Skipped: 11

TOTAL 658

# COMMENTS DATE

1 Dr. Pico is very professional and support me and family 4/10/2019 7:20 PM

2 Initially was easier to get appointments more quickly for family members 3/23/2019 1:24 PM

3 Again as above explanation 3/22/2019 10:01 AM

4 However I would expect more efficiency 3/21/2019 8:26 PM

5 Never let me down. Doctors who genuinely seem to care and able to be seen usually within a
week

3/21/2019 3:16 PM

6 Yes to care but no to attention. 3/21/2019 12:52 PM

7 See previous reply. I also am never contacted with test results. Always chasing for info. 3/21/2019 11:34 AM

8 We have recently relocated to UK and are fairly new patiets so unfamiliar with the system however
it is efficient and convenient.

3/21/2019 8:02 AM

9 Just improve ability to get appointments on the Day especially when children are concerned 3/20/2019 11:27 PM

10 I have not ever needed to see the Nurse at the practice, hence 'no comments'! 3/20/2019 11:08 PM

11 So far care and attention ok. 3/20/2019 9:39 PM

12 Complain more then twice about my kidney problem and my back pain. Unfortunately I was sent
back home with an advice to take painkillers. I had to go back to my country for a treatment

3/20/2019 8:02 PM

13 My last experience was not good. Previous experiences were fine. I would like to see the same
GP if possible.

3/20/2019 3:51 PM
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14 The BEST Doctors ever! Always reassuring and honest without being cruel when delivering
questionable results! We feel so blessed & thankful for KC’s outstanding Doctors! May this long
continue! Thank you to all!!! ��

3/20/2019 3:39 PM

15 Receptionist helpful as well as gp 3/20/2019 11:09 AM

16 I am very happy and lucky to be there for many years 3/20/2019 10:56 AM

17 I do feel that appointments are rushed, can't understand why as the doctors are always running
late

3/20/2019 10:51 AM

18 I’m just worried that if I am not feeling well it is difficult to urgently see a doctor 3/20/2019 12:00 AM

19 Excellent service just fear the government will stop funding and health services will only be for the
wealthy

3/19/2019 10:33 PM

20 I realy love my gp center and I consider myself lucky to be member of it for so many years 3/19/2019 10:06 PM

21 I am deeply grateful for the superb care and expertise I have been given over the past 20+ years
by my GP and the medical centre as a whole.

3/19/2019 10:02 PM

22 Dr Sapuay has been excellent 3/19/2019 9:13 PM

23 Very happy with the care provided and extremely happy and comfortable with Dr Brodie 3/19/2019 9:12 PM

24 I have put unsure as I have only presented for routine tests, innoculations and repeat prescriptions
so I can’t judge about care in the case of illness

3/19/2019 8:40 PM

25 But havent had to use it recently. 3/19/2019 8:35 PM

26 I now find it more impersonal as you change doctors so often , you are too busy. To see my same
GP is not always possible because of the long wait.

3/19/2019 8:34 PM

27 No comments 3/19/2019 8:23 PM

28 None 3/19/2019 8:02 PM

29 Only if I can see the Doctor I prefer. 3/19/2019 8:00 PM

30 Nice staff generally. Helpful and kind. Efficient. 3/19/2019 7:56 PM

31 I will leave the practice if I receive poor professional care from any doctor but not before starting a
major complaint

3/19/2019 7:44 PM

32 IAm not happy because in one occasion I had A nose bleeding And after more than one month I
was finally attending in the gay hospital I

3/19/2019 7:43 PM

33 Yes to the actual treatment, care and “bedside manner”. No to the organisational side of things. 3/19/2019 7:40 PM

34 Happy 3/19/2019 7:13 PM

35 The ten minute slot i was given with the nurse was not enough as the nurse upstairs It always
annoys me whencommented. Post operation bandages had to be removed and consquently were
rushed.

3/19/2019 7:12 PM

36 It is one of the better practices. High turnover in staff it seems. 3/19/2019 7:06 PM

37 Average 3/19/2019 6:57 PM

38 Its ok 3/19/2019 6:56 PM

39 Dr is amazing when you can get in to see her. Dr Sweeny kept me waiting well over an hour (the
reception area outside his office was full of us all waiting ) and when I went in he didn’t even think
it necessary to apologise. I only needed him to authorise a repeat prescription and he got that
wrong somehow. I have had another young female doctor who was also very nice

3/19/2019 6:52 PM

40 Dr Sapuay is an excellent with care 3/19/2019 6:51 PM

41 Mostly. 3/19/2019 6:48 PM

42 I have been really impressed with the surgery. You’re doing a great job. Keep it up. 3/19/2019 6:48 PM

43 When I can get an appointment! 3/19/2019 6:44 PM

44 I would like to get an appointment easily. 3/19/2019 6:23 PM

45 I'll manage it 3/19/2019 6:14 PM
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46 I think receptionists could be nicer 3/19/2019 6:07 PM

47 The jury is out on this for me at the moment. 3/19/2019 6:05 PM

48 Feel that not all GP have the same level of experience 3/19/2019 6:02 PM

49 THE STAFTS ARE VERY HELPFUL 3/19/2019 5:57 PM

50 Knightsbridge medical centre has the best doctors and the best service I’ve ever seen. 3/19/2019 5:51 PM

51 Just the booking system needs an overall! 3/19/2019 5:51 PM

52 When an appointment can be made, no problems with the doctors. Often difficult to get
appointment

3/19/2019 5:49 PM

53 When I am able to actually see a doctor it is fine, but I have resorted to private practice many times
as it is nearly impossible to actually get an appointment

3/19/2019 5:44 PM

54 Excellent! 3/19/2019 5:43 PM

55 Really well organised 3/19/2019 5:41 PM

56 They are always very helpful and lovely to deal with 3/19/2019 5:40 PM

57 See above 3/19/2019 5:39 PM

58 I feel there is a lack of care and the practice is money driven 3/19/2019 5:38 PM

59 Doctors always patient and explain matters carefully 3/19/2019 5:37 PM

60 Absolutely and very grateful for their care 3/19/2019 5:36 PM

61 Because I only ever see the doctor if it isn’t urgent if it was I think my answer would be no. I Lao
use a private GP and resort to them most of the time

3/19/2019 5:35 PM

62 We feel very fortunate to be with the clinic and it’s staff 3/19/2019 5:31 PM

63 Particularly Dr Benita Sapuay 3/19/2019 5:28 PM

64 It’s amazing 3/19/2019 5:23 PM

65 usually in the past yes i had nice doctors there in 2017 I jave only been a few times 3/19/2019 5:13 PM

66 Generally quite good and don't often have a long wait when you come for an appointment 3/19/2019 5:03 PM

67 I am exceedingly happy with the entire service. The staff could not be nicer or care more. Thank
you.

3/19/2019 5:00 PM

68 The Doctors Advice Over The Telephone Is Valuable 3/19/2019 4:45 PM

69 I’ve been a patient for over 15 years and in those years I’ve seen the clinic grow in size and I don’t
think we’ve benefited at all as a result of the merger. The drs are amazingly kind and helpful , but it
seems to me the surgery needs more of them , as well as more admin support. Probably bigger
premises would be needed if you employed more GPs .

3/19/2019 3:46 PM

70 when I see my actual doctor yes, all doctors are very polite but some don't seem to know 3/19/2019 3:31 PM

71 Too many doctors for brief periods during the week and very unhelpful reception staff. 3/19/2019 3:15 PM
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Q11 Do you have any suggestions how to improve our practice services
for you, your family or your community? Please tell us in no more than 5

lines.
Answered: 217 Skipped: 452

# RESPONSES DATE

1 The way in which the in person appointment system could be better explained and would benefit
from a review. I was not told when my favourite gp (dr Hazon) left.

4/15/2019 9:06 AM

2 When need my dottor I will like see her as soon as possible not after a week 4/10/2019 7:20 PM

3 Make it easier to get appointments. When you merged with Sloane St branch it really affected how
easy Knightsbridge was to be seen.

4/7/2019 10:08 AM

4 no 4/5/2019 9:56 AM

5 I don't really have any suggestions. The quality of the service is very high. 4/1/2019 1:13 PM

6 Not really.....everything is up to standard. 4/1/2019 11:50 AM

7 I think your service is first rate. I can think of nothing to improve it. 3/31/2019 7:24 AM

8 If possible to be assigned one GP or alternatively 2 . The GP’s will have a better history of the
patient and engage with him then relying on digital reports.

3/29/2019 9:28 AM

9 You need to keep some slots available for patients who need to see the dr that day itself and not to
register so many patients if you do not have enough staff /Drs to attend to the medical needs

3/28/2019 12:27 PM

10 You’ve got too many patients now and not enough time to see them all and treat them effectively 3/28/2019 9:43 AM

11 Full Saturday service 3/27/2019 9:21 AM

12 Please send out reminder emails or texts if it is time for a regular check or test. 3/26/2019 9:23 PM

13 No 3/26/2019 1:26 PM

14 Satisfying 3/25/2019 6:21 PM

15 Fantastic that you confirm the appointments by text messages etc. In other matters may be use
the email more.

3/25/2019 2:55 PM

16 No 3/25/2019 11:32 AM

17 The service is good, but I once had a nurse change my dressing and well it was not very efficient
sadly.. she could not find the right dressing, and it was crucial as it was a neck wound that was
over 7 cm long and two days old... I was very scared..

3/24/2019 8:36 PM

18 It would be very helpful to be able to make double time appointment over the phone 3/24/2019 8:24 PM

19 Provide transparency on cancelled appointments eg online or via a waiting list 3/24/2019 5:23 PM

20 Obtain test results online Pen pictures of the various GP’s at the practice 3/23/2019 1:41 PM

21 Continue same 3/22/2019 10:45 PM

22 Make the online site more user friendly 3/22/2019 5:36 PM

23 happy with service 3/22/2019 5:12 PM

24 I am a happy patient so far so good 3/22/2019 4:41 PM

25 Massive training for the reception staff and better communication and following on what is verbally
get discussed at a meeting

3/22/2019 10:01 AM

26 Sort out the receptionists. 3/22/2019 8:36 AM

27 In my case the nurse did not want to solve the problem and I had to go private which is
fundamentally wrong as only for the NHS

3/21/2019 8:26 PM
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28 Make Blood Tests for practice registered patients easier to have i.e. on a walk in basis. 3/21/2019 4:07 PM

29 No. I’ve always been extremely happy with yhe clinic & have never made a complaint about
anything

3/21/2019 2:08 PM

30 Keep this standard going. 3/21/2019 1:02 PM

31 Should have a reception who is helpful & polite. 3/21/2019 12:52 PM

32 Promote online services and make registration easy Forward all test results as matter of course
and offer Phone consult Listen to patient and not just watch the clock

3/21/2019 11:34 AM

33 Keep doing what you’re doing 3/21/2019 10:21 AM

34 More time with patients 3/21/2019 9:54 AM

35 We have recently relocated to UK and are fairly new patiets so unfamiliar with the system however
it is efficient and convenient.

3/21/2019 8:02 AM

36 The doctors are amazing and never make one feel rushed but I am embarrassed about discussing
more than 1 problem at a time .. they might be related but maybe not... how can people with these
issues make a longer appointment?

3/20/2019 11:51 PM

37 To have in house blood tests 3/20/2019 11:27 PM

38 Friendlier staff More punctual appointments 3/20/2019 11:04 PM

39 It was good to be able to see a GP in the morning without an appointment. 3/20/2019 8:29 PM

40 Nothing to add. 3/20/2019 5:56 PM

41 Make it easier to see a doctor on the day 3/20/2019 5:42 PM

42 No is ok 3/20/2019 5:41 PM

43 For basic health concerns they’re great. Anything that goes in a specialist consultant area they are
very poor in. I had to go private as had no choice.

3/20/2019 4:31 PM

44 Seeing the same GP. Having a friendly receptionist who isn't rude on the phone. 3/20/2019 3:51 PM

45 The staff changes to KC Reception Team has left a hole. The new Reception Team may benefit
from being more sensitive & welcoming. It’ll make their job more rewarding! Trained not to ask for
DOBs at the top of their lung capacity!

3/20/2019 3:39 PM

46 Carry on the good work 3/20/2019 2:35 PM

47 No suggestions at all. I feel very well looked after. 3/20/2019 2:06 PM

48 I think strong support for the family when a member of the family is ill. 3/20/2019 1:50 PM

49 Have repeat medication 2 weeks before running out. People are busy in London 3/20/2019 1:49 PM

50 A little more personal care in regards to checking how the family’s wellbeing is, especially when
there has been a difficult problem to cope with.

3/20/2019 1:42 PM

51 I can not see any way to improve our system under the present conditions. 3/20/2019 12:34 PM

52 emailing NHS referrals rather than posting would be a huge improvement. 3/20/2019 12:18 PM

53 Sometimes when needed it would be fantastic to be able to book a longer appointment even
exceptionally for longer issues

3/20/2019 12:04 PM

54 I struggle with the passwords online so don’t use it 3/20/2019 11:19 AM

55 Make more online appointment times available online and phone calls with the GP available 3/20/2019 11:14 AM

56 All good for me 3/20/2019 11:09 AM

57 more thorough checks on new applicants and existing registered patients who do not fill the local
residence requirements . It is unfortunayely an issue that some people are cheating and even try
use other people's address to register.The receptionists are doing a great job but there shouldmay
be a stricter procedure to comply with

3/20/2019 10:56 AM

58 More friendly on the phone when trying to book appointments 3/20/2019 10:44 AM
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59 It would be great if there was an SMS follow up on referrals. Like « Your referral to a reumatology
specialist had been submitted to St Mary’s hospital. Please call ... to book your appointment. » we
had to see the doctor twice over the past 5 months to get the same referral, first it was forgotten,
then the second time a gentleman doctor referred again us for pediatric physiotherapy but to St
Mary’s hospital who doesn’t have pediatric, eventually it was referred correctly and now our wait
for the appointment can begin,

3/20/2019 10:25 AM

60 A complex issue especially after hours, weekend and emergency services, which I am not
sufficiently informed to advise jp

3/20/2019 10:11 AM

61 The practice service for me been great so far. But it's always better to upgrade the quality of care
and knowledge for patients and everyone else working within the practice.

3/20/2019 10:03 AM

62 Keep up the good work 3/20/2019 9:58 AM

63 The wiating area on the first floor is pretty shabby and cramped - can it not be downstairs with
some re-jigging of the space?

3/20/2019 8:45 AM

64 The significance of prostate screening tests is not well understood at the practice nor is there and
agreed methodology for taking tests forward and referral to urologists and oncologists

3/20/2019 8:43 AM

65 Very good practice service. Thank you 3/20/2019 7:07 AM

66 They are doing a great job. Well done 3/20/2019 2:48 AM

67 Give fast appointments 3/20/2019 2:27 AM

68 The SystmOnline app could be improved- it’s very mediocre. 3/20/2019 12:33 AM

69 More gynecologist check ups for health maintenance 3/20/2019 12:19 AM

70 Make accessing the online booking easier. Reception staff to be kind and friendly, rather than
surly, grumpy and unhelpful (always the case! depressingly).

3/20/2019 12:13 AM

71 The lines are too busy in the morning even if you call prior to opening... and you wait to be served
but then the appointments are all gone and doctors are always busy with appointments for 2/3
weeks later. Receptionists are not friendly always

3/19/2019 11:31 PM

72 Dr Sapuay is brilliant. Do what ever you have to to keep her in this surgery!! 3/19/2019 11:30 PM

73 No clear line of communication to express discontent with a treatment arranged through the GP ,
eg done at a local hospital or Healthshare centre

3/19/2019 11:08 PM

74 There is no late appointments, the latest I was offered was 5.20pm when I’m still at work or
making my way home. So it’s difficult for full time workers to get a late appointment without
missing work.

3/19/2019 10:55 PM

75 sometimes pay more attention to patient than feeling up forms online 3/19/2019 10:47 PM

76 More funding from government to have practice open 7 days a week and open till 7 to stop the pile
ups in a and e. Don’t treat people who don’t stop smoking, take illegal substances and don’t attend
AA if is an alcoholic as those are self inflected

3/19/2019 10:33 PM

77 The receptionists could be a lot more friendly and helpful.The Doctor I See is fantastic and also
her Secretary.

3/19/2019 10:22 PM

78 More experienced doctors. More access to results. More available slots to see a GP. 3/19/2019 10:09 PM

79 Check thoroughly the current addresses of applicants and members, I know there are people
cheating unfortunately

3/19/2019 10:06 PM

80 I am 100% satisfied as it is currently so superbly run. 3/19/2019 10:02 PM

81 appointments are not soon enough 3/19/2019 9:51 PM

82 If you make the appointments easier 3/19/2019 9:43 PM

83 Pls call and give test results instead of leaving it to patients to find out. Pls have more informative
gps ready to explain referrals if needed Very limited information available on fertility and doctor
explained it condescendingly

3/19/2019 9:42 PM

84 It would be good to be able to get through on the phone quicker and not to find all the
appointments gone by 8.10am

3/19/2019 9:41 PM

85 Nothing to raise 3/19/2019 9:12 PM
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86 Probably the ability to see the same doctor as msch as possible so there is some continuity of
care

3/19/2019 9:11 PM

87 It would be great to have the option of an appointment via FaceTime or online chat for less serious
matters.

3/19/2019 9:09 PM

88 A more cheerful and helpful greeting from Reception especially for the Older Generation. Also on
the Telephone.

3/19/2019 8:50 PM

89 It is hard to get an appointment unless you call at the crack of dawn and then you are told to keep
calling back which is frustrating

3/19/2019 8:46 PM

90 None 3/19/2019 8:44 PM

91 Abke to book on the day appointment online 3/19/2019 8:44 PM

92 No, apart from the one incident above, you generally seem to be well run and efficient. 3/19/2019 8:40 PM

93 All I wish is that I will not be sent to St. Mary's Paddington. I know I shouldn't be but please only
Chelsea & Westminster for me!

3/19/2019 8:35 PM

94 Seeing the Same doctor would be ideal. Being able to book in advance . Of course in an
emergency this is not expected .

3/19/2019 8:34 PM

95 Keep the doctors 3/19/2019 8:23 PM

96 No comments 3/19/2019 8:23 PM

97 All is good so far 3/19/2019 8:23 PM

98 I would like to see a Dentist and Gynecologist please 3/19/2019 8:16 PM

99 I didn’t find the online web ntetface very easy to use. Quite old fashioned. 3/19/2019 8:15 PM

100 I am completely satisfied 3/19/2019 8:12 PM

101 I find it difficult to communicate with the practice unless I make an appointment. It can be difficult
leaving messages for a doctor with the staff.

3/19/2019 8:07 PM

102 Everything is perfect but the receptionist and appointments 3/19/2019 8:06 PM

103 None 3/19/2019 8:02 PM

104 The practice does not have so many patients on their books - or to be an open surgery. 3/19/2019 8:00 PM

105 Nothing thank you. The GPs I see are very good. I believe I should manage my own health. They
help me do that.

3/19/2019 7:59 PM

106 Sorry but I don’t know for me is fine 3/19/2019 7:57 PM

107 Be more attentive when needed. 3/19/2019 7:56 PM

108 Thank you but nothing to suggest. 3/19/2019 7:46 PM

109 If using locums then they need more guidance. Some have been v helpful however 3/19/2019 7:44 PM

110 It’s become too busy. It’s more difficult to get appointments 3/19/2019 7:42 PM

111 Train reception on telephone manner. Stop changing repeat prescriptions policy with boots.
Review policies supporting patients temporarily away from the clinic.

3/19/2019 7:40 PM

112 No I am very happy with the attention and care I receive from the surgery 3/19/2019 7:33 PM

113 It would be nice to have a primary GP within the practice, even if I don't see that particular
individual every time. I feel it would give my care more continuity and ultimately be more efficient.

3/19/2019 7:19 PM

114 Have more future appointments available. Keep places available for patients returning from
university or returning to area.

3/19/2019 7:18 PM

115 It would be better to have a regular Dr to see, this would allow for consistency. 3/19/2019 7:17 PM

116 i'm very happy with what i have experience so far i have no complain what so ever 3/19/2019 7:17 PM

117 Make sure people with Colds and Flu are not allowed in Practice. 3/19/2019 7:12 PM

118 You have to many patients not enough doctors 3/19/2019 7:10 PM

119 Maybe a. Easier way of getting appointments 3/19/2019 7:07 PM
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120 The website is to difficult ! It must be an easier way to do thing online 3/19/2019 7:06 PM

121 Keep doing things well 3/19/2019 7:04 PM

122 Always asked to wait upstairs where are only a few seats when ground floor seating is empty. 3/19/2019 6:59 PM

123 Friendlier receptionists and Dr’s . Understand they are stretched but I feel always as if I’m
bothering them

3/19/2019 6:57 PM

124 If there is an online service, could you please send me the details to frhonti@gmail.com 3/19/2019 6:56 PM

125 Front desk is the most important interface with us the patients . If they have a personal contact
with us this makes all the difference.

3/19/2019 6:56 PM

126 Receptionists are frontline but this is not a war & they should be much more amenable, friendly
even?

3/19/2019 6:56 PM

127 Advance appointment booking, but I can understand this can be difficult 3/19/2019 6:56 PM

128 UsefulIt would be very use full if you have a weekend clinic 3/19/2019 6:55 PM

129 Practice is too busy, don’t want to wait a week for an appointment. 3/19/2019 6:53 PM

130 Maybe is receptionist would have more time they seems always in a hurry (they are always polite) 3/19/2019 6:52 PM

131 The receptionists are unfriendly and rude. It might not be a good job but the ethos in the company
must be such that no one likes working there and being rude is ok maybe they get it from Dr
Sweeny

3/19/2019 6:52 PM

132 Receptionists shouldn't be talking about personal stuff when there are clients in front. 3/19/2019 6:51 PM

133 As I'm not going to GP often I would appreciate if I'm not refused when requesting referral for
breast screening. Very disappointed.

3/19/2019 6:50 PM

134 I think you have addressed all potential issues. 3/19/2019 6:50 PM

135 Allow more online access to notes 3/19/2019 6:50 PM

136 More experienced nurses to take pressure off the doctors 3/19/2019 6:49 PM

137 You have excellent service & keepnup the good work!��� 3/19/2019 6:48 PM

138 I have found that sometimes there are too many different doctors who attend our mother. I often
have to repeat a lot of information. Obviously it would help if the doctors leased on patient care a
bit more.

3/19/2019 6:48 PM

139 An improvement in the attitude of the receptionist’s. The doctors are all wonderful. 3/19/2019 6:45 PM

140 I would to see treatment availability for skin abrasions.This seems to be available at other
practices

3/19/2019 6:45 PM

141 I’m very satisfied for the service 3/19/2019 6:42 PM

142 Better staff on Reception as all of them are so dam rude 3/19/2019 6:40 PM

143 Letting me know when my prescription is at the pharmacy after using repeat prescription services 3/19/2019 6:40 PM

144 No all good 3/19/2019 6:40 PM

145 Quick answering of appointments Upgrading "Systemonline" Friendlier receptionists 3/19/2019 6:40 PM

146 When you ask for a home visit do will Ring and prescribe over the phone 3/19/2019 6:40 PM

147 Appointment the system is very bad 3/19/2019 6:36 PM

148 When there is an urgent situation make a faster and easier process to see a GP doctor. 3/19/2019 6:35 PM

149 - change reception - better attitude and willing to help at reception - change phone line and way
you are able to make an appointment!!!!!!!!!

3/19/2019 6:33 PM

150 Less bureaucratic and forefront 3/19/2019 6:29 PM

151 Advance appointment will be nice rather then phone in the morning 3/19/2019 6:25 PM

152 Please make it easy to get an appointment. 3/19/2019 6:23 PM

153 Please don’t rush patients out the door in under 5 minutes. Need to increase capacity of you have
onboarded so many patients.

3/19/2019 6:23 PM
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154 Very busy pushed for time so i feel slightly on conveyor belt and wIting room v crowded 3/19/2019 6:23 PM

155 Get more staff in reception to help them out 3/19/2019 6:20 PM

156 Not really services but how about collaborating with a local art college and have them regularly
exhibing their art on the walls to add some colour. The artworks could be sold with half the
proceeds going to the artist and other half to Knightsbridge Medical Centre and/or different health
charities.

3/19/2019 6:19 PM

157 I really loved the weekend opening hours. Can those come back? During the week it is so much
more hectic and “industrial “

3/19/2019 6:15 PM

158 Don't stick to inefficient protocols when you could provide instant solutions- like withholding test
results until appointment made, requiring phone calls to be repeated eg to phone again to make a
phone appointment when speaking to a receptionist who could make the appointment there and
then

3/19/2019 6:14 PM

159 Add nurse visit to online booking; add a few minutes to visit time - I have NEVER been seen on
time even when I was second in day

3/19/2019 6:13 PM

160 I had to wait for quite some time last time, even with an appointment 3/19/2019 6:10 PM

161 Management of the reception team needs to improve for the practice to be great as it used to be 3/19/2019 6:07 PM

162 See my comments above re: Comms to patients. Thanks 3/19/2019 6:05 PM

163 I think it’s very good no suggestions 3/19/2019 6:03 PM

164 Have pediatricians 3/19/2019 6:02 PM

165 Would like to see same dr as much as possible. 3/19/2019 6:00 PM

166 No I don't have any suggestions. I am very happy with their services. 3/19/2019 5:57 PM

167 Make more available appointments for more urgent problems. Should have an online service for
private referrals instead of wasting doctors valuable time doing admin. Turn over of gp means you
never see the same doctor twice not so good for follow ups.

3/19/2019 5:56 PM

168 Access to specialist is limited for milde injuries 3/19/2019 5:52 PM

169 Get more reception staff that actually work at reception 3/19/2019 5:52 PM

170 Get a new and more precise telephone queueing system 3/19/2019 5:51 PM

171 Wait times for appointments in the waiting room are far too long. I always have to wait 30 to 40
mins past the appointment time. Allocating more time per patient may help.

3/19/2019 5:51 PM

172 No 3/19/2019 5:48 PM

173 Put some investment into the surgery a change of reception staff would be a start employ some
doctors that stay in the job so that you can see the same person twice The reception staff think it
is their social club and the patients are an inconvenience

3/19/2019 5:48 PM

174 It would be useful to have Gp available over the phone as often I know the medication required but
an appointment in person isn’t always possible.

3/19/2019 5:48 PM

175 None 3/19/2019 5:45 PM

176 All is working well 3/19/2019 5:44 PM

177 Your service is excellent 3/19/2019 5:44 PM

178 a solution needs to be found for no-show appointments.has been ongoing issue for years &needs
resolving.Costs money,wasted time,man power&affects practice & considerate patients alike.
Unfair to those who don’t abuse the system.

3/19/2019 5:40 PM

179 An improvement in the attitude of reception staff would make a pleasanter experience 3/19/2019 5:38 PM

180 Be nicer and more helpful and supportive with patient who are sick and need care! 3/19/2019 5:38 PM

181 2 receptionists on duty would be better 3/19/2019 5:37 PM

182 Request for miracles for incurable diseases 3/19/2019 5:36 PM

183 No, it is fine as it is. 3/19/2019 5:35 PM

184 You have not enough doctors and the ones you have are not very experience 3/19/2019 5:31 PM
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185 Calling to book appointment in the morning when the surgery opens at 8am, we please need to in
proof on answering the phone. Maybe put 3 to 4 people to answer at the same time. Thanks

3/19/2019 5:31 PM

186 No 3/19/2019 5:30 PM

187 Just try to get patients seen in a reasonable time scale 3/19/2019 5:29 PM

188 I will be having my appointment tomorrow so will comment thereafter! 3/19/2019 5:29 PM

189 Our practice is the best!! 3/19/2019 5:27 PM

190 Make booking on website much Easier Charge no shows £25 for time wasting. 3/19/2019 5:27 PM

191 Obviously having more doctors so you can see more People but not easy as the cost Would be
great if you did blood tests as the hospital scares me

3/19/2019 5:23 PM

192 You need more doctors available so we can actually get in to see someone when desired. Usually
within a day or two. A two week wait is not acceptable

3/19/2019 5:22 PM

193 I have been sick I knew I cannot have the same day appointment I just said to myself I will get
better

3/19/2019 5:22 PM

194 Kept waiting for 20 minutes for my appointment 3/19/2019 5:21 PM

195 Compared to others I think this practice is very well organised. Never get the same doctor which is
a bit disconsirting.

3/19/2019 5:16 PM

196 Change the old receptionist which is very moody Try help for day appointment in emergency
particularly

3/19/2019 5:14 PM

197 I have a different doctor each time. They have different treatments. So no continuity of both
personal relationship and medical history,

3/19/2019 5:12 PM

198 Don’t tell people to go to a and e more urgent spots on the day 3/19/2019 4:59 PM

199 Have more drop in appointments or days 3/19/2019 4:58 PM

200 I recently requested 3 medicines online. One was not approved but it affected the whole
prescription: the pharmacy did not receive a prescription for the other 2 items

3/19/2019 4:46 PM

201 None At This Time 3/19/2019 4:45 PM

202 To make it easier to maintain a continuous relationship with a single doctor. 3/19/2019 4:42 PM

203 No 3/19/2019 4:14 PM

204 Reopen on Saturdays and offer more evening slots. 3/19/2019 4:03 PM

205 Newer patients should be assigned to certain doctors so those of us who want to see the GP we
have been seeing for years can do so without needing to wait weeks for an appointment

3/19/2019 3:49 PM

206 Better phone systems to cope with the calls. More same day GP appts are needed. Employ,
friendlier, more helpful , professional admin staff .

3/19/2019 3:46 PM

207 I wish better help from reception 3/19/2019 3:42 PM

208 More comfortable seats in waiting rooms! 3/19/2019 3:36 PM

209 It would be great to have more available appointments for urgent matters. 3/19/2019 3:32 PM

210 communication and manners. 3/19/2019 3:31 PM

211 To be more easy to book an appointment . Sometimes it take to week to make an appointment
even if is an emergency

3/19/2019 3:21 PM

212 We are on the other side of the visiting cutoff line beyond Oakley st/Albert Br approach. We would
like option of those rate needed visits - as it is hardly a greaterdistance.

3/19/2019 3:16 PM

213 Fundamental review of patient care around reception, phone manner, bookings. The doctors
themselves seem fine - but also very frustrated by the bad organising.

3/19/2019 3:15 PM

214 Training for the staff particularly the receptionists. 3/19/2019 3:14 PM

215 Nothing really. It's good as is. 3/19/2019 3:14 PM

216 To create more appointment time availability 3/19/2019 3:13 PM
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217 To be able to get an appointment faster when needed 3/19/2019 3:09 PM
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