
Appendix A - Bridge Cottage Surgery Patients’ Survey (Comments) 

 

20. Would you recommend the surgery to other people?  Please give a reason for this 

answer 

 

Need weekend services/ more sensitive admin/ believe what patients tell you 
Moving to BCS was a mistake I would not want anyone else to make.   Change the casual 
surgery so parents can get children to school and get to doctors.  So change it to 8-
9.30am. Had to take 1hr hols to bring daughter today.   
Hard to get appt, takes ages holding on phone before picking up. Tel appts before 9am. 
Reduce wait to see GP (sometimes 3 wks). Make clear how to book appt online as tel 
takes ages. Hate receptionists asking why you want to see a doctor. Reduce wait time 8-9 
and 4-5 by putting more drs on. some drs dont know as much about side effects of drugs 
as others, eg i was prescribed a face cream that BNF says is unsuitable for the face.  If 
someone’s blood test comes back showing B12 deficiency, suggest a coeliac test, instead 
of not mentioning it. Coeliac was not diagnosed until 3yrs later. Some GPs are v unhelpful 
eg. after 10 days' diarrhoea to be told  'just drink water' is not helpful. 
some of the treatment I have received, has been poor. My coeliac disease should have 
been tested and diagnosed 2.5yrs before it was. Very difficult to get appt within a sensible 
time of contracting a problem. 
I have been really impressed by every aspect of the surgery - the receptionists are 
welcoming and kind and the Doctors that I have seen have been great and solved my 
problems! The nurses are a great asset and having just been diagnosed with diabetes I feel 
the support I will be getting from Jodie will be invaluable.  

more efficient/kind/helpful than another local surgery. transferred to this one 

standards are fairly good but it is inconvenient if you live in Kimpton 
medical matters are very personal would only inform if asked about a specific matter.  In a 
general practice different doctors appear to have an area in which they favour or have a 
particular expertise.  In my case I am very satisfied with the level of service, advice and 
treatment I am receiving for a diagnosed complaint that has been discovered. 

well served during daytime hours 
overall I can't fault it in any way.  Never had any problems here.  All staff and doctors have 
been okay with my needs. 

A far superior surgery than any other I have used over the years 
Clean and tidy, always been helpful, good supply of Doctors, convenient to park, usually 
get seen by the Doctor you request 
The practice seems quite forward-looking, and doctors seem busy but genuinely 
concerned and well informed.  I really appreciate the convenience of being able to book 
my appointments online, but am disappointed that a better range  of appointments are 
not available online, as they were with my previous surgery.  Reception staff are very 
helpful in person.  I will never be able to thank them enough for helping me when I 
appeared in distress last year, and they found a doctor to help me. 

this is the best surgery I know of. Staff helpful and friendly. Doctors are excellent.  

the doctors are helpful, friendly 

casual surgery 

casual surgery - this is excellent, if you have a problem you know you will be seen 

Staff and doctors under too much pressure to give a sympathetic service 

happy, professional, convenient, quality. The pharmacy is an excellent addition 

Doctors v. good Doctor Dansie v. Good Dispensary hours fantastic 

I have no experience of any other surgeries locally.  Generally I feel doctors seem 



pressurised - time constraints.  The personal touch/confidence is being lost. More suitable 
surgery times are needed for older people. 
So few surgeries offer 'casual' & 'emergency' surgeries - ie. You can see a gp without an 
appointment 
Because it is the most efficient surgery. The doctors and receptionists could not be better! 
The appointment times are convenient for all 

generally a good surgery 

I don't think any better GP practice locally 

Doctors and nurses are good 
every Dr gives a different diagnosis, and too quick to dish out pills without finding what is 
wrong 

 

 

21. What can we do to improve the service at Bridge Cottage Surgery? 

 

It is very good - staff always very helpful 

Poor design of questionnaire - need more options beyond forced yes/no choices 

Very helpful 

If you say its private to the reception then should put that on screen not say 'we need a 
reason' there is a row of people behind you thinking that you’ve got something to hide, 
when truth is my health is private and should stay between myself and my dr not 4 
receptionists and a row of strangers behind me. 
Raise the overall standard of the Drs. Some are very good and some not very good.  More 
flexibility with casual surgery and shorter waits for appts. 
I would support wider opening hours, particularly very early mornings and weekends.  
Also, being able to give a blood sample on site rather than having to trek to QEII or Lister 
would be a really good innovation and result in huge time savings for patients.  The 
people in the kimpton surgery are great. 
Overall a great improvement has been apparent in approx the last year.  A little more 
communication between reception staff might be useful as conflicting information is still 
being given 

At this time I can't think of anything 
I would like to know how I can contact the 'patient care group member' for Bridge Cottage 
if I need to feedback a recent hospital visit 
Be able to have a blood test done rather than go the Lister.  Have a mobile phone jammer 
installed…. 
Increase the quantity of appts available for online booking.  I work long hours and rely on 
the iphone app to book my appts.  It is really frustrating to see that the next available appt 
is over a week away, or only available when a lot of people work.  I know that if i 
telephone, the receptionist will be able to offer me something sooner, but I should have 
the bother a receptionist for something which could be done online.  My last GP had a 
huge selection of appointments for every day of the working week, and saturdays, which 
could all be booked online.  Could the online appts not be synched with the booking 
system that the receptionists have access to? 
Improve the intercom, can't hear too well and Doctors need to call name twice.  right 
treatment given question - not every time usually due to locums 
Longer opening hours! Due to my work I can't book appointments without taking annual 
leave but if you opened longer I would be able to 

casual surgery in the evenings 

Answer the phone quicker, you can wait for ages to make an appointment 



weekend hours and improve ability to see doctor of choice.  There is a need for a clinic for 
elderly to have an annual health check 
Allow more than 2 appointments to be booked online, or block booking of the same 
appointment each week.  I have a weekly nurses appointment for injections. 

Not much more, a great service, best surgery in Hertfordshire as far as I'm concerned! 

possible sat morning surgery 
It is now impossible for me to attend casual surgery - queue starts at 7.30 long queue.  
Receptionists appear to have access to my records - not a satisfactory service in my 
experience. It would be helpful to be seen by 1 or 2 nurses - for wound dressings. their 
approaches differ and it can be confusing for patient and treatment is not consistent.  
Some doctors appear not to have the time to discuss a problem - I try not to bother them. 

more comfortable seats in the waiting room! 

there is nothing I would wish to change 

coffee!! (smiley face) 
please, say twice a week, extend routine 8-9am to say 10.  This will help single OAPs like 
me 

re-train receptionists to be more helpful, friendly and quicker to respond 
Ideally extend the 10 min appt to 15 min or provide this on request for forward 
appointments 

 


