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Ouse Valley Practice is committed to developing and improving the quality of services provided for its population of 

patients. 

 

One of the recognised ways of doing this is to promote the proactive engagement of patients through the use of a 

Patient Participation Group, to ensure that patients are involved in decisions about the range and quality of services 

provided for our practice population, and to seek views from practice patients through the use of a local practice 

survey. 

 

How the Practice sought to obtain the views of its registered patients 

 

The Practice used a typed, manual questionnaire, and paper copies of the Survey were handed to all patients 

attending the Practice/Clinics during March 2019. Patients, at both Practices, Ouse Valley and Balcombe, were asked 

to fill these in, whilst they were waiting to be seen, and hand the completed questionnaire back to the Receptionists. 

It was stressed to all patients, that the survey was anonymous and completely confidential. 

 

136 patients participated in the survey. This represents a 1.80% response rate from the Practice Patient List size of 

7546 as at 5 August 2019. 

 

Findings or proposals that arose from the Practice Survey 

 

Responses found to be positive 

 

 74.26% of respondents felt that the way they were treated by the Receptionists was either “Very Good” or 

“Excellent” 

 68.37% of respondents felt that the hours that the practices were open for appointments was either “Good” 

or “Very Good” with a further 11.03% rating their level of satisfaction as “Excellent” 

 71.33% of respondents confirmed that if they needed to see a GP urgently, they could normally been seen on 

the same day. 

 75.73% of respondents rated as “Very good” or “Excellent” as to how thoroughly the doctor/paramedic had 

asked about their symptoms and how they were feeling during their appointment. 

 74.27% or respondents rated as “Very Good” or “Excellent” how well the doctor/paramedic had listened to 

what they had to say during their appointment 

 73.55% of respondents rated as “Very Good” or “Excellent” how much the doctor/paramedic involved them in 

decisions about their care 

 72.04% of respondents rated as “Very Good” or “Excellent” how well the doctor/paramedic explained their 

problems or any treatment that they needed 

 69.85% of respondents rated as “Very Good” or “Excellent” the amount of time the doctor/paramedic spent 

with them during their appointment 

 71.33% of respondents rated as “Very Good” or “Excellent” the doctor/paramedic’s care and concern for them 

 

Responses found to be least positive 

 

 55.14% or respondents said that they had to wait 5 working days or more to see a particular Doctor. 45.59% 

of respondents rated this as either “Very Poor”, “Poor” or “Fair” 

 35.30% of respondents were not generally seen at their appointment time by the Doctor, and were having to 

wait 10 minutes or more. This was rated as “Fair” 

 50.75% of respondents rated as “Very Poor”, “Poor” or “Fair” their ability to get through to the practice on 

the phone 



A summary of Statistical Evidence from the Practice Survey 

 

Background Information 

 

Doctors/Nurses/Paramedic seen: number of patients 

 

Dr T Camillieri:  5 

Dr A Lloyd:  14 

Dr S Bailey:  10 

Dr K Briggs:  12 

Dr S Mitchell:  18 

Dr S Cappleman: 12 

Dr Hussain:  14 

Dr Hardingham: 2 

Dr R Maunick:  8 

Dr J Farrant:  6 

Dr Mudamburi: 4 

Nurse C Salimbeni: 2 

Nurse Carole:  1 

Nurse Catherine: 4 

Asthma Nurse: 1 

Paramedic Greg: 1 

Midwife: Nicky: 1 

Nurse:   2 

Nurse Practitioner: 1 

 

Nobody:  2 

No answer:  16 

 

 

 

Q1: In the last 12 months, how many times have you seen a Doctor from your practice? 

  

None 5 3.68% 

Once or twice 42 30.88% 

Three or four times 42 30.88% 

Five or six times 26 19.12% 

Seven times or more 21 15.44% 

 

 

Q2. How do you rate the way you are treated by the Receptionists at your practice? 

 

Very Poor 0  

Poor 0  

Fair 12 8.82% 

Good 22 16.18% 

Very Good 57 41.91% 

Excellent 44 32.35% 

No answer 1 0.74% 

 

 

 

 

 

 



Q3: How do you rate the hours that your practice is open for appointments? 

 

Very Poor 1 0.74% 

Poor 7 5.15% 

Fair 19 13.97% 

Good 45 33.09% 

Very Good 48 35.28% 

Excellent 15 11.03% 

No answer 1 (screen used) 0.74% 

 

 

Q4: Thinking of times when you want to see a particular Doctor: (please tick one box only) 

 

a) How quickly do you usually get to see that doctor? 

 

Same day 1 0.74% 

Next working day 13 9.56% 

Within 2 working days 14 10.30% 

Within 3 working days 5 3.68% 

Within 4 working days 6 4.40% 

5 or more working days 75 55.14% 

Does not apply 13 9.56% 

No answer 6 4.40% 

   

Months: Dr Briggs 1 0.74% 

1 month 1 0.74% 

5 weeks 1 0.74% 

 

 

b) How do you rate this? 

 

Very Poor 11 8.10% 

Poor 25 18.38% 

Fair 26 19.11% 

Good 20 14.70% 

Very Good 18 13.24% 

Excellent 7 5.15% 

Does not apply 20 14.70% 

No answer 9 6.62% 

 

 

Q5: Thinking of times when you are willing to see any doctor (please tick one box only) 

 

a) How quickly do you usually get seen? 

 

Same day 45 33.09% 

Next working day 17 12.49% 

Within 2 working days 19 13.97% 

Within 3 working days 14 10.30% 

Within 4 working days 7 5.15% 

5 or more working days 21 15.44% 

Does not apply 5 3.68% 

No answer 8 5.88% 

 



b) How do you rate this? 

 

Very Poor 3 2.21% 

Poor 11 8.10% 

Fair 19 13.97% 

Good 25 18.38% 

Very Good 39 28.67% 

Excellent 21 15.44% 

Does not apply 5 3.67% 

No answer 13 9.56% 

 

 

Q6. If you need to see a GP urgently, can you normally get seen on the same day? 

 

YES 97 71.33% 

NO 7 5.15% 

Don’t know/never needed to 25 18.38% 

No answer 6 4.40% 

Sometimes 1 0.74% 

 

 

Q7. a) How long do you usually have to wait at the practice for your appointment to begin? (tick one box only) 

 

5 minutes or less 22 16.18% 

6-10 minutes 60 44.12% 

11-20 minutes 44 32.35% 

21-30 minutes 2 1.47% 

More than 30 minutes 1 0.74% 

Times vary 1 0.74% 

No answer 6 4.40% 

 

 

c) How do you rate this? 

 

Very Poor 0  

Poor 7 5.15% 

Fair 48 35.28% 

Good 37 27.22% 

Very Good 29 21.33% 

Excellent 6 4.40% 

No answer 9 6.62% 

 

 

 

 

 

 

 

 

 

 

 

 

 



Q8. Thinking of times you have phoned the practice, how do you rate the following? 

 

a) Ability to get through to the practice on the phone 

 

Very Poor 11 8.10% 

Poor 15 11.03% 

Fair 43 31.62% 

Good 38 27.93% 

Very Good 15 11.03% 

Excellent 10 7.35% 

Don’t know/never 

tried 

0  

No answer 4 2.94% 

 

 

b) How satisfied are you with the Triage System? 

 

Very Poor 4 2.94% 

Poor 4 2.94% 

Fair 28 20.61% 

Good 38 27.93% 

Very Good 22 16.18% 

Excellent 6 4.40% 

Don’t know 26 19.12% 

No answer 8 5.88% 

 

 

Q9. This question asks about your usual doctor. If you don’t have a “usual doctor”, answer about the one doctor at 

your practice who you know best. If you don’t know any of the doctors, go straight to question 10. 

 

a) In general, how often do you see your usual doctor? 

 

Always 8 5.88% 

Almost always 7 5.15% 

A lot of the time 11 8.10% 

Some of the time 44 32.35% 

Almost never 20 14.70% 

Never 6 4.40% 

Not applicable 4 2.94% 

No answer 36 26.48% 

 

 

b) How do you rate this? 

 

Very Poor 5 3.68% 

Poor 7 5.15% 

Fair 40 29.40% 

Good 21 15.44% 

Very Good 12 8.82% 

Excellent 10 7.35% 

Don’t know 4 2.94% 

No answer 37 27.22% 

 

 



Q10. Thinking about your appointment today how do you rate the following? 

 

a) How thoroughly the doctor/paramedic asked about your symptoms and how you are feeling? 

 

Very Poor 0  

Poor 1 0.74% 

Fair 1 0.74% 

Good 15 11.03% 

Very Good 36 26.48% 

Excellent 67 49.25% 

Not applicable 8 5.88% 

No answer 8 5.88% 

 

 

b) How well the doctor/paramedic listened to what you had to say? 

 

Very Poor 1 0.74% 

Poor 0  

Fair 2 1.47% 

Good 17 12.49% 

Very Good 31 22.79% 

Excellent 70 51.48% 

Not applicable 7 5.15% 

No answer 8 5.88% 

 

 

c) How well the doctor/paramedic put you at ease during your physical examination? 

 

Very Poor 1 0.74% 

Poor 0  

Fair 5 3.68% 

Good 13 9.58% 

Very Good 25 18.38% 

Excellent 67 49.25% 

Not applicable 17 12.49% 

No answer 8 5.88% 

 

 

d) How much the doctor/paramedic involved you in decisions about your care? 

 

Very Poor 0  

Poor 0  

Fair 6 4.40% 

Good 12 8.82% 

Very Good 31 22.79% 

Excellent 69 50.76% 

Not applicable 10 7.35% 

No answer 8 5.88% 

 

 

 

 

 

 



 e). How well the doctor/paramedic explained your problems or any treatment that you need? 

 

 

Very Poor 0  

Poor 0  

Fair 2 1.47% 

Good 16 11.79% 

Very Good 31 22.79% 

Excellent 67 49.25% 

Not applicable 12 8.82% 

No answer 8 5.88% 

 

 

 f). The amount of time your doctor/paramedic spent with you today? 

 

Very Poor 0  

Poor 0  

Fair 7 5.15% 

Good 18 13.24% 

Very Good 29 21.33% 

Excellent 66 48.52% 

Not applicable 8 5.88% 

No answer 8 5.88% 

 

 

 g). The doctor/paramedic’s care and concern for you? 

 

Very Poor 0  

Poor 0  

Fair 2 1.47% 

Good 22 16.18% 

Very Good 24 17.65% 

Excellent 73 53.68% 

Not applicable 7 5.15% 

No answer 8 5.88% 

 

 

Q11. After seeing the doctor/paramedic today do you feel… 

 

 a). Able to understand your problem(s) or illness? 

 

Much more than before visit 57 41.91% 

A little more than before the visit 36 26.48% 

The same or less than before the visit 13 9.56% 

Does not apply 20 14.70% 

Not answered 10 7.35% 

   

 

 

 

 

 

 

 



b). Able to cope with your problem(s) or illness? 

 

Much more than before visit 49 36.00% 

A little more than before the visit 37 27.22% 

The same or less than before the visit 14 10.30% 

Does not apply 22 16.18% 

Not answered 14 10.30% 

   

 

 

 

Q12. Are you Male or Female?   

 

Male 47 34.56% 

Female 79 58.09% 

Prefer not to say 10 7.35% 

 

 

Q13. How old are you? 

 

Under 18 4 2.94% 

18-24 5 3.68% 

25-34 22 16.18% 

35-44 12 8.82% 

45-54 22 16.18% 

55-64 19 13.97% 

65-74 20 14.70% 

75-84 11 8.10% 

85 and over 7 5.15% 

No answer 14 10.30% 

 

 

Q3. What Ethnic Group do you belong to? (Please tick one box) 

 

White British 122 89.71% 

Other 4 2.94% 

No answer 10 7.35% 

 

 

Q15. We are interested in any other comments you may have. Please write them here 

 

Is there anything that you particularly appreciate about your health care? 

 

Never had a regular Doctor 

With retired Dr Morris, since then no regular Doctor 

The respect and care I receive from ALL staff at the surgery 

Ability to visit my Doctor of choice is very important to me 

Until recently it was possible to get an appointment with a Doctor within a few days 

Have never asked for a particular Doctor 

The service and treatment is generally very good. Well done 

Dispensary at the practice is really helpful 

Dr Briggs is a caring excellent Doctor 

No 

Good for Prescriptions 



The way the practice treat me 

All of it 

The practice has some very good GPs and Staff 

Anne Lloyd is a credit to the Practice 

Always friendly and very helpful 

NHS is such an excellent provider, given during these difficult times and the Surgery is testament to the care we 

receive. Thank you all 

I’ve been here for 27 years and they always gave me the very best treatment. I am pleased on the whole 

Excellent care from all the staff  

Excellent 

The ease put at by all staff 

Local and available when required 

Always good care. I like the Paramedic Triage system 

Text contact is superb. A real urgency to find you an appointment that suits. An outstanding practice 

Having a surgery in Balcombe is a great Community asset 

Everything! 

Online facilities 

Caring Doctors and Nurses 

Being able to speak with understanding sympathetic doctors 

Early blood tests 

I find everyone from the Doctors to the Pharmacy always very helpful and understanding at all times and feel 

lucky to have this practice as mine own surgery 

Always very happy with the service- Gold Star 

 

 

 

 

Is there anything that could be improved? 

 

Missed appointments!! – could shorten waiting lists 

More time with patients 

Reception Staff: need to be more polite and understanding. Some are very rude and not at all helpful. They need 

to go to a workshop on how to be more caring and polite (Think this is a general thing with Doctors’ Receptionists) 

More Opening Hours 

Practice Opening Hours for Appointments: “Fair” at Balcombe 

Waiting time to see a Doctor for non-emergencies plus a regular Doctor 

I miss continuity of care with a Doctor 

Further flexibility with appointments but generally I am very happy with my surgery and staff 

A very helpful and encouraging Practice 

PHONE APPOINTMENTS ARE AWFUL 

No longer able to get an appointment with a Doctor within a few days 

Telephone system to get through: old one much better 

The telephone service has been poor for a few weeks 

Seen 4 different Doctors in 5 appts  

I have called Reception 2-3 times a day this week and waited on average over 15 minutes and have to hang up 

and call back 

Wait a month for each appointment 

Waiting times for appointments (I know it can’t be helped) 

Car parking for the Practice itself needs to be improved: Balcombe and Handcross 

ALL my health problems are intractable, getting worse and can only be slightly improved if Doctor really listens to 

what I say 

It is absolutely appalling that for someone like me who is disabled that Balcombe Surgery is no longer the main 

surgery. It is desperately difficult for me to have to go to Handcross for most things vital 

Answering telephone when trying to make an appointment. Almost impossible to get through. Have to drive to the 

surgery 



It is increasingly hard to get through on the phone to get an appointment 

Longer opening hours 

Telephone System 

Not in my opinion 

Both at Doctors and Dentist great care needs to be taken not to disclose personal information within listening range 

of other patients for confidentiality and GDPR 

Phone reply service when trying to make an appointment. This morning it was 20 minutes after the option service 

was selected 

Would like to see my own Doctor when I need to. Longer waiting usually can be 3-4 weeks 

Smoking Counselling: appointment availability more than 1 month ahead 

The new phone system is appalling. Now we have 2 queues to wait in and mostly cannot even get an appointment 

to see a Doctor. A very retrograde step.  

This used to be a superb practice but sadly very frustrating to use now 

There aren’t a lot of appointments on the website with certain Doctors 

It would be nice to have a specific Doctor 

To see same Doctor 

It would be better if I could see the particular Doctor I have requested on  a more regular basis: i.e continuity 

More availability of appointments in current week would be helpful for people who do shift work. 

It would be helpful if “Echo” site was supported by practice to request repeat prescriptions more easily 

WAITING ROOM TOO HOT 

Appointment wait times (to get an appointment) 

Only to stop mums delivering children to school and parking in the surgery but appreciate that it’s difficult to 

control 

Don’t like telling Receptionist reason for appointments 

 

 

Any other comments? 

 

I always like to see the same Doctor as they know about me. Doctors names: Dr Cappleman and Dr Farrant. They 

both look after my health needs and they explain everything I don’t understand 

I feel I am treated with respect and understanding 

Thank you for your help 

It was very good appointment. Thank you 

 

 

 

 

 


