
CFEP Survey Feedback from Patients during December 2016 and January 2017 

Any comments about how this practice could improve its service? 

Patient Feedback Wallingbrook Response 

1 Text reminders of appointment We currently provide a text reminder facility and have provided this service since 2012.  

From December 2016 we also provide an email reminder facility. 

2 The doctor was late because there was a mix up 

about what surgery they should be at, resulting to 

a delay in the day. 

We apologise for the delay that the patients experienced on that day.  We endeavour to 

remind the staff if their site of work changes from their normal location. 

3 This practice is significant by the level of 

excellence it consistently achieves.  Coupled with 

its clear desire to demonstrate a programme of 

continuous improvement I really have no 

suggestions which could improve the delivery of 

this excellent service. 

Thank you for this very positive feedback. 

4 Less costly telephone calls. Wallingbrook only provides a geographical telephone number.  The 08443 number was 

removed in 2016. Our 01769 580295 number was available from 2012 to ensure patients 

had a geographical rate number.   

5 A more private reception desk. We have posters asking patients to respect the privacy of the patients in front of them.  At 

Wallingbrook we provide a barrier requesting patients wait at the barrier whilst the patient 

in front of them is being served.  If any patient would like to talk to the Patient Services 

Team privately they can make this request and the team will arrange to talk in a private 

area.  

The facilities at Winkleigh do not provide the space to have a similar facility.  The patients 

are welcome to provide a written note to pass to the Patient Services Advisor. 



We will provide posters to ensure patients are aware of these options. 

6 None, save punctuality on occasions. We recognise on occasions patients experience delays.  The clinical team make every 

effort to run on time.  On occasions there are emergencies, for example patients requiring 

immediate medical help, emergency admissions and this can result in a delay.  

Alternatively the amount of time required at an appointment can vary considerably after 

the start because of another medical need which is discovered or mentioned as part of 

the consultation.  Patients can help the surgery by asking to book a double appointment 

where they wish to discuss more than one medical problem.   

7 More doctor attendance at Winkleigh is essential. Our branch surgery provides GP cover each day, supported by the nursing team.  The 

appointment availability is regularly reviewed. 

8 Times of appointments be extended.  More 

chance of doctors being on time. 

Wallingbrook Health Centre is one of the only local surgeries that provide 15 minute 

routine appointments.  Most other surgeries provide 10 minute appointments.  Patients 

can help the surgery by asking to book a double appointment where they wish to discuss 

more than one medical problem. If we were to extend the appointment times further this 

would result in fewer appointments being available and longer waiting times.  

9 Sometimes offering a phone call appointment 

rather than seeing a GP is not always the right 

thing to do.  I had a water infection and could not 

get an appointment but a GP called me instead.  

With a problem like this surely a sample of urine 

should be requested and checked by a HCA or 

GP rather than making a decision over the phone 

and issuing antibiotics. 

NICE Clinical Guidelines state that not all incidences of urinary symptoms require testing 

in the first instance.  A telephone appointment is appropriate to assess symptoms which 

may result in antibiotics or the need for a follow up appointment or further tests.   

10 The staff are always most helpful. Thank you for comments.  We aim to provide the highest quality service possible. 

11 I feel the doctor should know a bit more about It is difficult to comment without understanding the issue which was raised.  The 

comments have been passed to the GPs.  Breastfeeding issues can also be addressed 



breastfeeding issues. by our local health visitor who is a qualified Lactation Consultant and can help mums with 

breastfeeding problems. 

12 As I am new to the area of the practice, I cannot 

offer any suggestions for improvement. 

Thank you.  We hope you will be very happy with our service in the future. 

13 Rather a long time to have to wait for an 

appointment (2 weeks?). 

A national survey has shown that patients can expect to wait 2 weeks plus for a routine 

GP appointment.  Patients who require urgent medical intervention will be seen on the 

day. If the surgeries become full a duty doctor will triage the telephone call to assess the 

urgency of the appointment request and advise accordingly. 

14 Delays in pharmacy and lack of 

acknowledgement while waiting.  Some staff 

could be more cheerful and friendly.  More 

availability and opportunity to speak to a doctor 

without waiting days.  Speaking to a doctor who 

does not know background causes more 

problems than it solves. 

1 – We have undergone some changes within our dispensary whilst new staff have been 

undergoing training.  The dispensary team is extremely busy dispensing approximately 

12,500 to 14,000 items per month.  Many items are dispensed on the day following a 

clinical consultation.  Whilst recognising that the team is extremely busy we would expect 

patients to be acknowledged at the first available opportunity and your comments have 

been passed to the team.  We hope to focus on our service with our Patient Participation 

Group in the future.   

2- All our staff aim to be polite, helpful, and sensitive to all patients’ individual needs and 

circumstances.  

3 – Wallingbrook offers a telephone consultation appointment where patients would like 

to speak to Doctor, our Pharmacist is available 3 days per week to discuss medication 

queries, alternatively Walllingbrook’s Patient Care Coordinators work closely with the 

GPs and are able to assist with queries or obtain the necessary information from the GP. 

4 – Patients are encouraged to see their usual GP where possible to help with continuity 

of care.  There will be times where your usual GP is unavailable due to training, annual 

leave and sickness. 

15 Although you have improved the opening times of 

Winkleigh Surgery to include afternoons Monday 

The practice covers a very rural area of about 100 square miles from Burrington in the 

North to Lapford in the South, Dolton in the West to West Worlington in the East.  The 



to Friday, only a nurse is available for 

consultations whereas a number of GPs are 

always available at Chulmleigh, now why can’t 

one of those GPs come to Winkleigh instead?  A 

Saturday morning surgery here in Winkleigh 

would be a welcome introduction and fall into line 

with other parts of the country and government’s 

plans.  The practice in Winkleigh is far too small 

for the size of the village in comparison to that of 

Chulmleigh whose population is slightly less than 

ours. 

Winkleigh Surgery is a branch surgery of Wallingbrook Health Centre, Chulmleigh, the 

main surgery, has two doctors on duty morning and afternoon.  We provide daily cover at 

Winkleigh to ensure all our patients have access to a GP.  We will continue to keep the 

Winkleigh Clinics under review. 

16 Practice no problems.  Dispensary needs 

improving. 

Please see point 14 above. 

17 We feel the practice offers us a very good service 

and considering the ruralness of the situation we 

are grateful for the doctors service we have, thank 

you. 

We are most grateful for your comments. 

18 A water machine in the waiting room. We are currently looking into this. 

19 I miss the chemist shop.  The availability of over 

the counter remedies with an experienced, 

qualified person to advise was excellent.   

When the chemist shop closed in 1996 the surgery had to wait a certain amount of time 

to lapse before they could apply to dispense to their patients.  Permission was granted, 

together with the new build, however it was not viable to run a pharmacy in the surgery 

and as a good will gesture the Practice provided some access to some over the counter 

medicines.  Over the years the range of goods stopped and most are available from local 

shops.  In light of the space requirements we took the decision to stop selling over the 

counter products.  Advice is available from the dispensers and the pharmacist.  

20 Subject to staff being available.  Weekend Currently cover is provided by the Devon-wide out of hours contract through Devon 

Doctors. Extended hours is under consideration for the Practice’s long-term plans 



opening would help A&E visits in an emergency.   pending funding and staffing.  

21 Only that it should be possible to make a non-

urgent appointment within seven days with my 

usual clinician. 

Please see Point 13 above. 

22 None, very satisfied! We are pleased to see this feedback.  We hope you continue to be satisfied with the 

service. 

23 Easier to get an appointment. If you are struggling to get a routine GP appointment we encourage patients to speak 

with the GP’s Patient Care Coordinator who can liaise with the GP to arrange an 

appointment. We are reviewing the telephone options to ensure patients find the process 

easy to navigate.   

24 The option to speak to your doctor’s secretary 

when booking an appointment is a huge 

improvement. 

We are pleased to see the newly introduced Patient Care Coordinator (GP secretary) role 

is benefiting patients. 

25 I don’t feel we should have to tell a receptionist 

what the matter is as I feel it’s not right to tell 

them in front of others. 

We would not expect patients to explain their symptoms at a front desk where other 
patients and visitors are present. 
The Patient Services staff are members of the practice team and it has been agreed they 
should ask patients ‘why they need to be seen’.  Patient Services staff are trained to ask 
certain questions in order to ensure that you receive:  
The most appropriate medical care, from the most appropriate health professional, at the 
most appropriate time.   
The Patient Services Team are asked to collect brief information from patients:  
1. To help doctors prioritise house visits and phone calls  
2. To ensure that all patients receive the appropriate level of care  
3. To direct patients to see the nurse or other health professional rather than a doctor 
where appropriate.  
 
Patient Services Staff, like all members of the team, are bound by confidentiality rules.  
As per point 5, we will provide posters to inform patients that they can speak to someone 
privately or provide a handwritten note. 



26 This doctor has been a wonderful doctor to me for 

all the years they have been here. 

Thank you for these comments. 

27 Initial telephone contact can be confusing – a lot 

of options. 

This is something that we will review in the near future. 

28 It is good. Thank you. 

29 Would be a great help if repeat prescriptions 

could be sent electronically to pharmacy of choice 

instead of patient having to provide SAE. 

A repeat dispensing process is available where patients are taking a regular item.  Please 

enquire at the surgery for more information. Local voluntary delivery services are 

currently being looked into with our Patient Participation Group.  

30 I work one hour away from the practice and 

always have to miss time off work for morning 

appointment.  Unable to get an evening 

appointment as practice closed at this time.  

Would help to have evening and Saturday 

morning appointments available. 

We offer flexible appointments 3 evenings a week for patients who are unable to attend 

the surgery during working hours.  

31 Greenery (vegetation/potted plants) in waiting 

room. 

We have found that the children in the past have played with the soil and we have 

therefore had to remove the plants from the waiting area. 

 

 Any comments about how the doctor/nurse could improve? 

32 This doctor is a prime example of the NHS at its 

best.  No further comment needed. 

 

33 I am very satisfied with the doctor I see at the 

surgery. 

 

34 Only by staying with the practice! I shall miss this  



doctor very much indeed. 

35 Stay with the practice – we shall be sorry to see 

both this and another doctor leave the practice. 

 

36 The best GP anyone could want.  

37 Not leave!  

38 Timing! Please see Point 6 above. 

39 Excellent doctor.  Always so helpful and 

interested in you. 

 

40 None at all, very good.  

41 Be more available – even early phone 

appointments would be helpful. 

Telephone appointments are available from 8.30am until 6pm. 

42 Be available at Chulmleigh more often! It is difficult to answer this without knowing which GP this is in reference to. 

43 Very satisfied.  

44 No need.  

45 I have just been seen by my own GP, who in my 

view is one of the best doctors in this practice, I 

just wish that they held more clinics at the 

Chulmleigh, then it would be easier to get an 

appointment with them, instead of having to wait 

sometimes 2-3 weeks. 

 

46 The doctor was informative and reassuring.  



47 I have the utmost respect for my doctor so sorry 

to hear they are leaving the practice. 

 

48 I can only say that this doctor is everything you 

would want in a doctor.  I am glad to have made 

their acquaintance and can only wish them all the 

very best in the future. 

 

49 This doctor has always done their best to help 

and advise me, a great doctor will be missed. 

 

50 I find the doctor very good.  

51 Very sorry this doctor is moving on and the only 

way they could improve is if they didn’t leave! 

 

52 Doctor was very friendly and helpful.  

53 None required - doctor is a very capable doctor.  

 


