
2014 Wychwood Surgery Patient Survey 

We Asked: 

"WHY WE HAVE A SURVEY We need to understand our patients' views and the more 

our patients understand service provision within primary care, and the constraints 

placed on that provision, the more Wychwood Surgery can work together with our 

patient representative group towards enhancing the quality of service provision to 

our patients. What will happen with the result of the Wychwood Surgery's Survey? 

The Patient Participation Group, with members of the practice team, will analyse 

the results, which will be published together with a plan to introduce changes or 

improvements to the current services provided by the Wychwood Surgery, where 

this is felt to be appropriate or provision is possible under the constraints of the 

budget for NHS GP primary care services." 

1. Are you a registered patient at Wychwood Surgery?  

Single answer question or grid (answers per option add up to roughly 100%) 

 

Option: TOTAL 

 
(303) 

Yes 303 

100% 

No - if no please do not complete this survey 0 

Base: 303 out of 305 people answered this question 

2. What is your age?  

Single answer question or grid (answers per option add up to roughly 100%) 

 



Option: TOTAL 

 
(305) 

Less than 16 1 

0% 

16-24 8 

3% 

25-34 7 

2% 

35-44 25 

8% 

45-54 48 

16% 

55-64 67 

22% 

65-74 82 

27% 

75-84 55 

18% 

85 or older 12 

4% 

Base: 305 out of 305 people answered this question 

3. Are you male or female?  

Single answer question or grid (answers per option add up to roughly 100%) 

 

Option: TOTAL 

 
(305) 

Male 112 

37% 

Female 193 

63% 

Base: 305 out of 305 people answered this question 

4. Are you satisfied with the hours during which the Practice offers its medical services?  

Single answer question or grid (answers per option add up to roughly 100%) 



 

Option: TOTAL 

 
(305) 

Yes 298 

98% 

No 7 

2% 

Base: 305 out of 305 people answered this question 

Comments  

Large free-text box 

Option: TOTAL 

 
(64) 

Comments: Wychwood Surgery offers a very accessible service. It would 

be difficult to beat it. 

 

We are lucky to be able to get appointments fairly quickly. 

 

Hours are good, just the Pharmacy side now lets you down - 

on hours 

 

Ideally the service should start earlier and end later, with a 

'normal' morning session on a Saturday. This would facilitate 

people who's work makes it difficult to attend currently. The 

new dispensing hours and service are an unmitigated 

disaster. Please revert. 

 

You could offer evening walk-in surgeries which might take 

pressure off the morning sessions. 

 

I feel that we are very lucky to have access to the surgery 5 

days a week through the morning and afternoon drop-in 

sessions. I don't know of anywhere else that provides such 

great access to medical care at a local level.  

 

The Open surgery hours each morning without an 

appointment is extremely valuable and seems to free up the 

afternoon appt only sessions so booked appt are usually 

available within 24-48 hrs . Excellent system. 

 

It's really important to keep the Saturday emergency surgery. 

 

I find your late evening appointments convenient and it is 

great to know there is an emergency session on Saturday 

mornings 



Option: TOTAL 

 
(64) 

 

It would be nice if it was open later one day a week. It's very 

difficult to be able to attend appointments when working 9-5 

hours. 

 

I'm putting this comment in here because there is no facility in 

this survey for general comments. I have contacted my GP by 

email twice; on both occasions the response was slow (part-

time working I think) and both the font size and layout was 

difficult to read. Can I suggest that if you want (and you 

should)to develop this system further then it requires a little 

more thought and careful re-structure. I really appreciate the 

surgery practice manager's response to non-medical matters, 

this gives a real sense of concern for a patient's personal 

opinions. I do understand the importance of keeping 

respondents 'on track' with surveys of this kind, but perhaps a 

slightly less 'closed' format with the option to add broader 

comments and personal opinions would elicit a more 

constructive and ultimately more useful feed-back; for 

example, I would like to see the practice exerting some 

influence on regional services to broaden their willingness 

and scope to accept tests from 'non-registered' centres 

(specifically eye-tests for diabetics from opticians other than 

Vision Express)-this is a very personal opinion! I would also like 

the opportunity to register my satisfaction (high) with the 

quality of diagnostic services and medical 'knowledge' 

inherent in the practice. 

 

Our surgery is VERY good. The ability to see a doctor on any 

weekday morning, or by afternoon appointment works 

brilliantly. 

 

Yes but it would be so much better if we could have the 

Doctors on call over the weekend as we used to because 

they know our history 

 

But Saturday would be beneficial 

 

But Saturday would be beneficial 

 

So much better and more flexible than practices elsewhere 

described by friends.  

 

Very Satisfied 

 

Would be nice to have a Doctor on standby for out of hours 

emergencies eg late at night and weekends 

 

All services are extremely well thought out and well done and 

on comments from my contacts in this county and beyond,, 

quite the envy of others.  

 

You offer both of best worlds appointments and walk-in 

 

very satisfied 

 

For working people the hours are not long enough 

 

Saturdays would be good 

 

Generally 

 



Option: TOTAL 

 
(64) 

May be more difficult for working people. 

 

Out of hours service should be offered by the practice and 

not by remote deputising services. 

 

Except that it would be good to feel one of our own doctors 

was available in an emergency at night or at the weekend 

and not have to rely on doctors from other areas. 

 

I am very satisfied with the help and consideration I receive 

from everyone at the surgery.  

 

Pity pharmacy is not available to pick-up prescriptions on a 

Saturday morning as it used to be. 

 

Very satisfied 

 

Excellent 

 

Excellent 

 

It is much better than other surgeries 

 

It is much better than other surgeries 

 

An excellent service. 

 

Would prefer full cover for nights and weekends 

 

So grateful to have such a wonderful service and excellent 

doctors and nurses 

 

The time will surely come when we have a 7 day service 

morning surgery on Sat & Sun with Pharmacy OPEN for 

dispensing! 

 

Further opening on Saturday, including Pharmacy would be 

desirable. 

 

Yes excellent availability - good cover 

 

The best area we are so lucky 

 

Surgery excellent, pharmacy less so  

 

V good 

 

All services provided are excellent 

 

Slight reservation about total closure of surgery on Sundays. 

Could one of our several doctors not take a once a month 

stint of an hour or so on Sunday mornings??? 

 

But feel that one hour on the Saturday walk-in surgery is not 

enough for those people who cannot get there during the 

weekdays. 

 

I think it is brilliant 

 

Best surgery I have experienced or heard of. 

 

Weekend is poor and on Sunday non-existant, one doctor 



Option: TOTAL 

 
(64) 

should be available on-call. 

 

We are blessed to have such a wonderful surgery with 

amazing caring staff. 

 

Some evening opening would be useful 

 

Very satisfied with the overall facility. 

 

Overall the access is very good. 

 

I think the Practice is unique. 

 

We are very lucky to be seen by a doctor on the same day! 

 

However appointments after 6pm would be helpful.An extra 

GP on Mondays would be good as this seems to be the 

busiest day (and less hours on anothe day?) 

 

Now i am retired I am more flexible. I found the hours quite 

restrictive when I was working. 

 

My husband works 50 miles away is very busy at work so we 

think a couple of evening surgeries during the week would be 

very practical 

 

Prescriptions not available on a few occasions as the 

Dispensary shut. 

 

Fully satisfied 

 

Walk-in morning surgeries are especillya valuable 

 

Could be more helpful opening later 

 

Sometimes - I'm paid for work hourly and find I lose half day 

pay to fit around surgery times 

 

Exceptional prompt service 

 

Base: 64 out of 305 people answered this question 

a. Open Walk-In morning surgeries. You can walk-in and be seen by a doctor as long as you 

have arrived and registered with Reception before 10.30am  

Single answer question or grid (answers per option add up to roughly 100%) 



 

Option: TOTAL 

 
(305) 

Yes 301 

99% 

No 4 

1% 

Base: 305 out of 305 people answered this question 

Comments  

Large free-text box 

Option: TOTAL 

 
(76) 

Comments: One is always sure of seeing a doctor on the day of need, 

largely sue to the walk-in morning surgery 

 

Please keep the walk in surgery each morning. 

 

This is a really fantastic service and we are extremely lucky to 

have it. I would however, LOVE some advice from the 

receptionist when I turn up as to how long the wait is likely to 

be so I can make a decision about staying, or perhaps 

making an appointment for later in the day. 

 

This is a brilliant service. 

 

It gets very crowded and often there are long waits. 

 

As above. I understand that waiting times can fluctuate, but 

see this as part of the model and am happy to wait, as I know 

that we will see a doctor any time we use the walk-in surgery. 

 

Yes, but it can involve a VERY long wait at times 

 

Wonderful to be able to do this 

 

Brilliant service- please keep it! 

 

After comments in the media last week about how difficult it 

is for some of the general public to secure an appointment 

with their GP, the Wychwood Surgery is a shining light. You 

may have to wait 5 minutes, you may have to wait an hour, 

but you will be seen by a GP when you need to. To me this is 

one of the greatest assets of Wychwood Surgery. 

 



Option: TOTAL 

 
(76) 

Having to arrive by 10.30 is very time-limited and usually 

means that there are a lot of people sitting waiting for a long 

time. It also leaves 10.30 to 6.30 with no provision for being 

seen on the day, unless already having a pre-booked 

appointment (and that's not really being 'seen on the day'.  

 

This is the jewel in the practice's crown. Please retain this 

aspect of the service as it meets the urgent needs of patients 

at a time when early intervention may be both critical and 

beneficial . 

 

Yes I think it is not only necessary but also wonderful to be 

able to have this option 

 

This is unique to our surgery please don't ever change it. 

 

Yes but you can register at 8.30 and not see someone until at 

least 9.30 

 

Wonderful to still have this option  

 

Excellent service 

 

Outside friends are all quite envious of our system. 

 

Wonderful idea. It puts us way above the other surgeries in 

this area. Long may it continue. 

 

Very rare these days, again, well done. 

 

Fantastic service. No other surgery locally offers this (No 2 

week wait for appointments as in some surgeries) 

 

Saturday surgeries would be helpful. 

 

It's good to know that you will be seen even if you have to 

wait a while. Excellent if you're young or old and evening 

surgeries are available for the workers. 

 

Excellent although unpredictable 

 

Always seen 

 

Our surgery is second to none. 

 

Yes open walk-in is excellent 

 

This is an excellent service.  

 

Excellent service best in the country. 

 

Excellent  

 

Amazing that we can see a doctor any day especially when 

you hear some patients in UK have to wait up to 3 weeks. 

 

Excellent service 

 

Brilliant - we are privileged in this respect. 

 

Very good. 

 



Option: TOTAL 

 
(76) 

Excellent way of seeing a doctor when you first feel unwell. 

 

I think this service is brilliant 

 

Very happy 

 

Perhaps one morning a week could be made for 

appointments 

 

I think that one morning a week could be made for 

appointments 

 

Excellent. We don't know who lucjy we are!!! 

 

Exemplary service: envied by people we mention it to 

 

Friends from other areas are amazed that we still have walk-in 

surgeries. Thank you 

 

Excellent 

 

We know friends who have to wait 2-3 weeks to get 

appointments 

 

We know friends who have to wait two to three weeks to get 

appointments 

 

A caring service but the sometimes the long wait can be 

difficult with young sick children - possibly prioritise them! 

 

Excellent service please do not change things 

 

This is a truely brilliant system - our daughters in London and 

Cornwall have to wait 2 weeks for an appointment to see a 

doctor. 

 

Reassuring to know that if feeling unwell one can be seen 

quickly 

 

Not all surgeries have this facility 

 

We are very lucky to have this walk-in surgery - talking to 

colleagues who are at different practices they are unable to 

get appointments the same week never mind the same day 

so 10/10 for this. 

 

V good 

 

I feel that this is a very positive way of being able to see a 

doctor immediately 

 

Very good service 

 

Excellent 

 

Excellent can come in and wait if my children have been 

unwell overnight 

 

Would like to have more doctors on so waiting time is less. 

 

I like it that I am able to see a doctor and I don't mind 

waiting. 



Option: TOTAL 

 
(76) 

 

Yes and everyone is most kind 

 

Very very satisfied with open surgery in the morning. Please 

never remove it. 

 

could not wish for a better service 

 

10.30am is arbitary, minor incidents etc do not conform to a 

nice timetable 

 

I thhink it is a great idea 

 

I think this is an excellent service 

 

Excellent service 

 

Excellent service in that one can be seen on the day with a 

problem and not have to wait 2-3 days as can occur for 

experience of other surgeries. 

 

Open walk in - excellent. 

 

I hope we never lose the walk-in option. 

 

However Monday morning waits are too long. Other days are 

better. 

 

Excellent 

 

Always get an appointment when needed 

 

Walk-in morning surgeries are especillya valuable 

 

Its fantastic we are very lucky 

 

Waiting is hit and miss so I end up always losing half day 

money, even if I booked appointment I don't work very 

locally so have difficulty. I end up not bothering. 

 

But appointments are often gone so fast so always have to 

come in one morning and wait 

 

Fantastic service 

 

Base: 76 out of 305 people answered this question 

b. Booked face to face and telephone appointments for afternoon surgeries?  

Single answer question or grid (answers per option add up to roughly 100%) 



 

Option: TOTAL 

 
(303) 

Yes 299 

99% 

No 4 

1% 

Base: 303 out of 305 people answered this question 

Comments  

Large free-text box 

Option: TOTAL 

 
(47) 

Comments: Again, we are so lucky that we can usually see a GP on the 

day we call.  

 

That's fine so long as urgent cases can still see a doctor 

 

I am at work during the day (20 miles away)and an afternoon 

appointment is of no use. 

 

All very reliable and it would seem that availability of 

appointments is also better for us than at other surgeries in the 

area. 

 

Basically very good, but it seems to be getting longer before 

an appointment is available.  

 

I have never had to wait longer than the next day and then it 

was because I didn't ring until 4pm! 

 

Appointments are normally able to be secured within a day 

or two at the most. 

 

Occasionally the doctor I want to see is not available 

because of pert-time working.  

 

NO EXPERIENCE AS YET 

 

The response time from appointment request to seeing a 

doctor/nurse is commendable. 

 

Excellent service 

 

Not used telephone appts 



Option: TOTAL 

 
(47) 

 

Have not had to make use of afternoon surgeries but glad to 

have it in place if needed. 

 

Can usually get in the same day and if not then the next day. 

Rang one afternoon and was seen within two hours!! 

 

Finish too early. Also asthma clinic is in the afternoon, hopeless 

if you work. 

 

I am under the impression that the surgery is not open or 

pharmacy not available for medication. 

 

I am able to get appointments after school which is good 

 

Again an amazing service 

 

Tel appts - This saves time for doctors and patients 

 

Sometimes a long wait for availability. 

 

I think this service is brilliant also. We are so lucky to have you. 

 

Not needed this service 

 

Excellent 

 

Excellent 

 

Always good advice and availability 

 

Excellent 

 

Yes excellent 

 

Personally I prefer to wait a couple of days to get an 

afternoon appointment thant use the morning service but 

good for acute. 

 

We are very fortunate to have this facility and a wonderful 

team of doctors 

 

Receptionists are wonderful we are lucky 

 

Again a truely brilliant service 

 

Yes excellent system 

 

V good 

 

I much prefer to see a doctor 

 

Great to have options as might not need to see doctor face 

to face but need to discuss issue(s) 

 

Newly joined - but good experience so far. Only comment 

would be that booked can run 40 minutes late 

 

Brilliant 

 

Tend to come in mornings but occasionally afternoon. 

 



Option: TOTAL 

 
(47) 

Had no problems, can always see a doctor when I need one. 

 

I do not have any experience of this service. 

 

Always works well. 

 

However requires some planning ahead as appointments in 

short supply. 

 

Again Mondays are ofter busier, with longer waits, but other 

days are fine. 

 

Excellent 

 

As I am working full time, this is much more preferable as 

generally I am seen quicker 

 

Would be good to book online and it's guraranteed 

appointment 

 

Would not like telephone appointments to take the place of 

face to face appointments 

 

Base: 47 out of 305 people answered this question 

c. Saturday morning surgeries. Walk-In appointments to be booked by 10.00am?  

Single answer question or grid (answers per option add up to roughly 100%) 

 

Option: TOTAL 

 
(301) 

Yes 291 

97% 

No 10 

3% 

Base: 301 out of 305 people answered this question 

Comments  

Large free-text box 

Option: TOTAL 



 
(47) 

Comments: These morning surgeries on Saturdays are not obvious from 

the web site information 

 

Should be a full service on a walk-in basis. 

 

These are helpful. 

 

This is extremely valuable in our household, as my husband is 

usually working abroad Monday-Friday. 

 

Have never used this service 

 

Again- brilliant service 

 

I am not sure that I understand the nature of these surgeries, 

ie whether they are for emergencies only. I have never had a 

Saturday suggested when phoning for an appointment. 

 

NO EXPERIENCE AS YET 

 

REALLY useful for those patients who work - and reassuring for 

those unwell at weekends who cant wait for the weekday 

surgeries 

 

This again is a fabulous facility providing quick reassurance for 

those with troubles over the weekend. Indeed, it must do 

much to take pressure off of A&E - a benchmark for others to 

adopt. 

 

Today is 8.3.14 website states no saturdays 

 

Today is 8.3.14 website states no saturdays 

 

Yes but I think getting ill at the weekend is very unnerving. 

 

Not had to use so far 

 

Really good for an emergency 

 

Are these just for medical emergencies? Much more useful if 

open to all. 

 

Never used 

 

Only used to collect prescriptions 

 

Good to be able to see a doctor on a Saturday 

 

I understood there was no surgery Saturday. 

 

All the above, much better than our previous surgery in S 

London  

 

However we dont use this unless an emergency. 

 

Have no experience of this. 

 

Luckily not had to use this service.  

 

Not needed this service 

 

Although some weekend cover would always be helpful 

 



Option: TOTAL 

 
(47) 

Not had to use yet! 

 

I haven't had to use this service 

 

But this should remain as a walk-in service for sudden illness for 

for appointments 

 

Reassuring to know that you can see a doctor at the 

weekend. 

 

A truly brilliant service 

 

More weekend appointments please 

 

Fantastic to have a weekend surgery 

 

V good 

 

Excellent to be able see doctor without having to go to OOH 

in Witney or Banbury 

 

But feel that one hour on the Saturday walk-in surgery is not 

enough for those people who cannot get there during the 

weekdays. 

 

This is excellent 

 

didn't know about this 

 

Weekend is poor and on Sunday non-existant, one doctor 

should be available on-call. 10.30am is arbitary, minor 

incidents etc do not conform to a nice timetable. Other 

options for assistance are woeful. 

 

Great in an "emergency" where a trip to A&E would be 

overkill. Not to be abused, but helpful.e.g. small children. 

 

As long as an emergency requiring a doctors opinion can still 

be dealt with without an appointment. 

 

Don't know. 

 

Fine 

 

Didn't know there was one 

 

Again - v lucky to have this service 

 

Need to feel able to contact known doctors through the 

weekend when inevitably problems occur 

 

online this states for emergency so I don't book as don't want 

to take slot from more emergency patients. 

 

Base: 47 out of 305 people answered this question 

6. First point of contact. Members of the Reception Team are available to take your 

telephone calls 8.00am-6.30pm Monday-Friday and Saturday morning 9.00-10.00am. They 

will try and respond appropriately to your requests and queries which are within their remit 

and will forward messages/queries on to appropriate members of the primary healthcare 



team where applicable. Are you satisfied with the service provided by the Team?  

Single answer question or grid (answers per option add up to roughly 100%) 

 

Option: TOTAL 

 
(304) 

Yes 304 

100% 

No 0 

Base: 304 out of 305 people answered this question 

Comments  

Large free-text box 

Option: TOTAL 

 
(38) 

Comments: Always prompt 

 

The receptionists are excellent 

 

Very good service and with a smile. 

 

The reception staff are always welcoming and helpful.  

 

Excellent, always helpful. 

 

I can always get through to talk to a receptionist, and they 

are always extremely helpful 

 

Although I know most of the Receptionists by name, it would 

help people who visit infrequently or are new arrivals to 

Wychwood Surgery if the Receptionists could have a name 

badge. It would only need to show their forename. 

 

Excellent service; polite and friendly team. 

 

Yes they are very helpful 

 

Always helpful 

 

They look friendly and smile  

 

Have had to attend surgery a great deal over thirty years and 

have never been let down by the team. Polite, respectful , 

cheerful and helpful at all times. 

 



Option: TOTAL 

 
(38) 

Always helpful and polite 

 

Always efficient, helpful and polite whether face to face or 

by phone. 

 

Reception team nice and friendly 

 

Always very helpful 

 

They are always very polite and helpful. 

 

The staff are always helpful and pleasant 

 

Again excellent service with a smile 

 

Again excellent service with a smile 

 

Very professional and courteous. 

 

I recently had to report that an elderly neighbour had fallen, 

but seemed ok. Within 10 minutes a doctor rang back and 

called round 15 minutes after that. Once again excellent and 

thank you. 

 

I have always found the receptionists friendly and helpful 

 

We have not had any delays 

 

We have not had any delays 

 

Generally good but sometimes a little defensive 

 

Very satisfied 

 

Reception team are always helpful and kind - especially 

when one is concerned 

 

Excellent polite and helpful team 

 

Very satisfied 

 

Polite, friendly and proficient service. 

 

Reception staff are always helpful, understanding and 

efficient - and they always appear to know the caller!! 

 

The reception team are excellent and a merit to the overall 

practice 

 

Friendly and helpful. 

 

Could be more flexible especially for working mums. 

 

Excellent 

 

Always polite and helpful 

 

Always very pleasant and helpful 

 

Base: 38 out of 305 people answered this question 



a. For walk-in surgeries to include minor injuries, blood tests, dressings, ECGs these surgeries 

are 8.30-10.30am and 4.00-6.00pm?  

Single answer question or grid (answers per option add up to roughly 100%) 

 

Option: TOTAL 

 
(304) 

Yes 301 

99% 

No 3 

1% 

Base: 304 out of 305 people answered this question 

b. Booked appointments in the afternoon for both the Practice Nurses and the Healthcare 

Assistant? Times vary on different days 2.00-3.50pm for the Practice Nurses and 3.00-5.00pm 

for the Health Care Assistant on Monday, Tuesday & Thursday.  

Single answer question or grid (answers per option add up to roughly 100%) 

 

Option: TOTAL 

 
(299) 

Yes 292 

98% 

No 7 

2% 

Base: 299 out of 305 people answered this question 

Comments on practice nursing team availability  

Large free-text box 



Option: TOTAL 

 
(67) 

Comments: I have experienced some quite long waits to see a nurse 

 

I rarely use this facility (luckily) but did find the 3-5 time slot 

difficult when the children were at primary school as the 

earliest appointment clashed with pick up time and later 

appointments meant I had to bring the kids with me 

 

More is better 

 

I have not used afternoon facilities. 

 

We always seem to be able to see a nurse when we have 

needed to (speaking on behalf of my whole family, which 

includes four children). 

 

Fantastic nurses 

 

It's great this is now available in the evenings 

 

Morning walk-in surgeries (blood tests) are excellent; both 

from accessibility and quality of service; fast, polite and 

efficient  

 

NO EXPERIENCE AS YET 

 

The availability is very good and they provide excellent 

nursing care 

 

Asthma clinic opening times not ideal for my requirements, as 

a long distance lorry driver away all week I find it easier to 

have my annual test with my doctor 

 

Had no need for this service recently 

 

We are lucky to have such a good and flexible service 

 

Good 

 

Walk-in surgery useful but can have to wait for a long time if 

busy. 

 

I think all the above works very well for me. I have no 

complaints about any of it. 

 

excellent 

 

Excellent  

 

Never used 

 

Yes generally satisfied but would it be possible to have one 

later night for jabs etc for those at work until 5/6 pm? 

 

You've all done very well 

 

Spot on!!! 

 

Always very helpful 

 

Very caring 

 

Again much better than our previous surgery. 



Option: TOTAL 

 
(67) 

 

They are a great team and it's lovely to have everyone under 

one roof, one point of contact. 

 

Very good. 

 

No experience of this. 

 

Very, very good 

 

Very kind and helpful 

 

Prompt and helpful 

 

Prompt and helpful 

 

Excellent service 

 

Excellent 

 

Excellent 

 

We have never had any delays and the attitude of the nurses 

is very good. 

 

The attitude of the nurses is very good 

 

An excellent service by a professional team 

 

Again a wonderful service provided by a superb team 

 

Always helpful 

 

Amazing - their service always appears to be almost instant 

 

Practice nursing team are efficient and pleasant 

 

Excellent 

 

I had a very good appointment with a nurse regarding a 

smear/checking breast etc 

 

Excellent reactive service 

 

Brilliant 

 

Our nurses are brilliant 

 

Very good 

 

Not strong feeling either way 

 

Excellent availability and care 

 

Very good. Lovely nurses 

 

Gret work always there to help and will get doctors advice if 

needed. 

 

Excellent 

 

I have never needed an afternoon appointment. 



Option: TOTAL 

 
(67) 

 

No complaints - very happy with the service and availability. 

 

Excellent service. 

 

Prompt and efficient. 

 

Could be more flexible 

 

Again, all acceptable if you are retired. But as a working 

person? 

 

Excellent care from nurses 

 

I would like both together 

 

N/A 

 

Always try to fit me in if I have to collect my kids 

 

Always very kind and helpful 

 

So hard to remember the different days/times and working 

ful-time trying to fit into these times means I don't bother 

 

Very good 

 

Excellent 

 

Base: 67 out of 305 people answered this question 

8. Are you satisfied with the arrangements for the pharmacy services, Wychwood Pharmacy, 

as provided at the Surgery premises?  

Single answer question or grid (answers per option add up to roughly 100%) 

 

Option: TOTAL 

 
(301) 

Yes 190 

63% 

No 111 

37% 

Base: 301 out of 305 people answered this question 



Comments  

Large free-text box 

Option: TOTAL 

 
(153) 

Comments: Sadly the Surgery had an excellent service until the PCT 

forced them to employ a pharmacist and since then the 

service has gone downhill drastically. This seems to be 

beyond the control of the surgery and is due to an excellent 

system being changed just for the sake of change. Why a 

certain Mr Mann was given the opportunity to open a 

pharmacy in opposition to the surgery dispensary resulting in 

the doctors having to 'buy him off' is totally beyond 

comprehension. On some days chaos reigns supreme and I 

feel sorry for the doctors and the staff. 

 

getting better 

 

This has gone from being a valuable commodity to what ? 

The hours for ordering have gone from 24 hrs to 48 hrs and 

some people have had to wait up to 2 weeks for their 

prescription - this is not good enough. I feel you led people 

into a false sense of security getting a campaign to keep the 

surgery pharmacy open to prevent a separate pharmacy 

opening in a local shop - when all along you were going to 

be doing just that. At least the hours of a shop would have 

been more convenient and the waiting time would not be so 

long for repeat prescriptions. Also the staff are not all very 

friendly and have been quite rude, I know of somebody with 

the same name and their prescriptions have been mixed up 

time and again when they have quite clearly been told upon 

ordering who the prescription is for. 

 

This is the area of the practice which I believe let's the 

practice down. I find it difficult to comprehend why it takes so 

long to dispense and have meds ready for collection. 

 

There is now an issue regarding the speed with which 

prescriptions are available following the order via the web. 

There have been occasions when they have not been ready 

at the time stated and we have needed to come back on 

another day. I have also noticed when waiting for an 

appointment that there is a queue waiting to pick up 

prescriptions This was never the case previously. 

 

It appears that the waiting time to receive medicines is 

getting longer. It used to be you could receive on the day. 

Now you need to wait 3 full working days for a repeat 

precription, which normally means you can get it on the 

fourth day. it is quicker to get a script and go to the chemist. 

This does not help the surgery. Why does it take so long when 

the chemist can do it straight away? 

 

The pharmacist sometimes closes too early - when you are still 

in with a doctor. They can also be quite abrupt and rude, 

and I am always friendly and polite towards them. Other 

people I know have said the same thing about some of the 

pharmacists. 

 

NO....These need to be from 8.30 until at least 15 minutes after 

the last appointment, so as you can collect your prescription 

that day... just like it always was, which worked well 
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I'm afraid the dispensary seems chaotic and disorganised at 

the moment. Perhaps we were spoiled by the way it used to 

be but sometimes 48 hours is a long time to wait for a repeat 

prescription (especially if you only realised you were running 

out when you took your last tablet), and I have had a couple 

of bad experiences. There were a lot of problems with my 

daughter's private prescription for isotretinoin - first I was told 

they could get it but it would take a few days, then I was told 

they couldn't, then they lost the prescription, found it, but got 

the GP to phone me about it, and finally I got the drugs. 2 

months later with the same prescription they said they 

couldn't get the drugs at all. I took the prescription to Witney 

and got it at Boots with no problem. Should have done that in 

the first place and saved myself the hassle.  

 

The new pharmacy arrangements are a disaster! a) they're 

closed when needed most - lunchtime and Saturday when 

people can collect medicines out of office hours b) they're 

appallingly slow to prepare repeat prescriptions The system 

should be binned and the old one re-instated as a matter of 

urgency. This is not a criticism of the people involved. 

 

A very poor service. It takes far too long to get your 

prescription, days for repeats. The opening hours are very 

inconvenient. The staff including the pharmacists should go 

on a week's training course at Boots to learn how to do the 

job properly. 

 

It was much better when it was a "next day" service, as three 

and four days caused extra trips, if prescription not ready - I 

can imagine this might be difficult for some. 

 

It does seems to have become a bit more complicated since 

the change over, but again worth it to be able to keep a 

pharmacy in the surgery. 

 

No since it went over it is badly run , unprofessional staff and 

you have to wait longer. 

 

Ideally should open when surgery starts at 8.30am. Collection 

of ordered prescriptions often very slow due to long queries 

for some patients. I realise there are sometimes things that 

need discussing but is the window in reception with a long 

queue of people behind them allowing proper discussion or 

privacy? Things have however improved recently. 

 

But cessation of Saturday opening can be inconvenient on 

occasions. 

 

The Pharmacy has gone sharply down hill in its service and 

offering. The staff seemed to be stressed and less friendly 

even bordering on rude. It's open for less hours and now I go 

to Boots in Chipping Norton, after lots of unpleasant 

interactions. 

 

It's worked well so far- would be even better if you needed 

only 24 hrs notice for repeat prescriptions instead of 48, but 

perhaps that is too demanding! 

 

Longer opening hours would be nice. Some medications take 

longer than expected to be ready. 
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Prescriptions regularly not ready for collection within 48 hours 

of ordering a repeat. No stock available to fill the prescription. 

No record of me ordering a prescription or being told my 

prescription is "lost". I also collect for a neighbour and have 

the same issues when collecting her repeat prescriptions. 

 

The one discussion point I have heard in recent months about 

Wychwood Surgery is the change in service from the 

Dispensary. I do believe that we need answers to several 

questions so we can try and understand why the service has 

altered. For example: a. Before the changes a repeat 

prescription could be handed in during the morning and be 

ready later in the day. Now it takes at least 2 days and 

sometimes 3 days. It is still a good service but we need to 

know why the change has resulted in what is seen as a delay. 

b. There seems to be more people in the Dispensary than 

there were before the changes. How has this affected the 

income / expenditure of Wychwood Surgery? I am sure that 

no-one objects to greater numbers, but as with most things 

these days, it does come down to cost. c. Have the changes 

in procedure meant an increase or decrease in income for 

Wychwood Surgery? d. Have over-the-counter sales 

increased the income of Wychwood Surgery? 

 

Opening times are too restrictive, as is the required notice 

period for ordering repeat prescriptions. This makes it very 

difficult to order and collect repeat prescription medication 

when one is working full time. 

 

Definitely a backward step since becoming Whychwood 

Pharmacy. Opening later, closing earlier, closing at lunchtime 

and on Saturdays makes it very inconvenient, especially for 

anyone who works. People who have to fit their 

appointments in around work when will generally try and 

attend appointments early or late - and they are then unable 

to collect any resulting prescription at the same time. This is 

compounded by being unable to collect repeats on a 

Saturday, and repeats regularly taking more than 48 hours to 

fulfil, resulting in wasted journeys to collect.  

 

Certainly seems to be less organised than it used to be. The 

prescriptions take much longer to be made up, which in itself 

can be overcome by ordering earlier but on 2 occasions my 

medication has had to be made up by taking 2 half dose 

tablets together because the full dose wasn't available.  

 

Overall yes, the three day wait for repeat prescriptions can 

be an irritant, but this is certainly improved by the website 

ordering facility -this is a great improvement. 

 

n/a really for us as our prescriptions are filled by Cedric 

Reavley in Burford. 

 

Having the pharmacy embedded within the surgery is 

outstanding and negates the need to travel to other 

locations to collect medicines. Also, I recognise that the 

pharmacy team has done much to improve their service 

delivery. However, there are still shortcomings: A. It would be 

nice to be able to collect prescriptions (repeat and initial) 

from 0800 Mon-Fri AND when the surgery is open on Sat. B. It is 

inconvenient that the pharmacy closes for lunch! C. The 2 

working days turnaround for repeat prescriptions is quite 



Option: TOTAL 

 
(153) 

frankly too long. 

 

i don,t think they should close for lunch.i think the two days to 

order prescripions is plenty long enough.and some of the staff 

are not at all helpful 

 

There have been instances when drugs have not been ready 

within the 2 days order time but I think that the system for 

those on regular repeats whereby their prescriptions are 

automatically prepared is very good. 

 

But they say 2 days and frequently prescriptions are not ready 

in 2 days they should say more if necessary. 

 

No far too anal about times to collect. Too many times I have 

had to come back 

 

It would be better if they offered the same hou 

 

The original service was superior 

 

Got awful. Waiting times ordered or straight from doctor 

sometimes can be over half hour wait very ill feeling in the 

community over this. Used to be fantastic GONE downhill  

 

Since the pharmacy has become a separate facility the 

service has deteriorated. Repeat prescriptions not being 

ready and long waits to collect prescriptions. Not as efficient 

 

The old system was more flexible and, I suspect, cost less to 

run. Why did it have to change? 

 

This service appears to be declining in terms of time taken to 

dispense (2 days is excessive) despite the fact there appears 

to be more staff. It is certainly less friendly. It feels more 

bureaucratic than formerly and their glass is half empty not 

half full. 

 

I did have one problem recently for a repeat prescription but 

Vanessa dealt with this promptly and I am usually delighted 

with the service. 

 

Lunchtime closure can be annoying. Delivery to local shop 

inconsistent. 

 

Not always. Prior to new arrangements service was always 

prompt. Now can wait up to a week 

 

Opening hours nerd to coincide with the surgery. Are the 

options for running repeat prescriptions particularly for repeat 

meds without changes? 

 

Service deteriorated. Can take up to one week to get 

prescription. Saturday collection too bureaucratic used to be 

easy and simple! 

 

Would be nice to have a local pharmacy service on the 

premises available on a Sat morning. 

 

Under the old system, over thirty years, never a mistake. After 

supporting several changes (monthly ordering etc.,) under 

the new system have had three non deliveries to Ascott Shop 
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which has meant having to go and pick up from the surgery 

which rather defeats the purpose. Several items on 

prescription I should not stop or pause. Warfarin an example 

that if missed the whole system is thrown out. Does not give 

peace of mind which was never a problem before. 

 

The service in the pharmacy has been appalling over the 

past few months. The pharmacy runs out of commonly used 

tablets e.g.cocodamol effervescent tablets, frequently. The 

delay in making up the patients medication for collection in 

the surgery is taking far longer than the stated 2 days. It is now 

necessary to order more than a week before collection in 

order to guarantee the medication will be ready when I arrive 

to collect. I must also say that I have changed to collect my 

medication from the Milton Post Office. When I ordered I 

expected to collect my medication on the Friday, as I had 

ordered on Monday am. However I had a pleasant surprise 

when I went into the PO this afternoon to be told my 

medication was already in the PO. This is the service I would 

expect. Long may it continue. But why can I get medication 

so quickly with collection at the PO, when collection at 

surgery has been taking a week to be ready? Have things 

changed in the surgery also or is it just when I collect from the 

PO that I can get a good service. 

 

Nothing close to the service provided before; quite often 

delays or errors in processing 

 

we seem to have gone from an extremely efficient service, 

like everything else in the practice, to one that suffers from a 

slow and disorganized process with frequent dispensing 

delays 

 

Absolute shambles! I have had to collect my prescription on 

two occasions even though I specifically requested it to be 

delivered to Ascott shop. Come back Annelise all is forgiven. 

 

The new system has slowed things down compared with the 

old, but understand that staff are working within laid-down 

constraints. 

 

Unfortunately this is the weak link in an otherwise excellent 

practice. They are understaffed/under performing and 

unavailable over lunchtime and Saturday am. 

 

Open Saturday mornings please! 

 

"I seem to remember that pharmacy services were available 

on Saturday mornings" 

 

I work full time leaving at 7.20 returning at 6.30 so would prefer 

if possible hours to return as before. 

 

Generally speaking yes except when medication is not is 

stock. 

 

Not as efficient as it used to be, now takes longer to 

complete a repeat prescription 

 

Rude slow service 

 

Takes too long and even after 3 days mine has not been 
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ready. 

 

Taking too long to "put-up" 

 

Could improve since it became a pharmacy.  

 

Takes too long to be "put up" 

 

Pharmacy staff team seem to be making hard work for 

themselves  

 

Not as good as it used to be. Now closed at lunchtime. Staff 

can be very off-hand. 

 

Very useful. 

 

Timings and availability of the pharmacy has become more 

difficult over the past few months. Time needed for repeat 

prescriptions to be filled takes longer than it used to. Need to 

give almost 7 days notice. Although it is lovely to have 

everything under one roof and most pharmacy staff are 

friendly and professional the odd one can be quite sharp with 

comments. 

 

It would be convenient of prescriptions were ready within 24 

hours and/or pharmacy could be spoken to directly. 

 

Service has deteriorated. Difficult to judge when prescription 

will be available to collect. Tablet dosage/strength varies, ie 

sometimes 4 times a day, sometimes 1 a day. Difficult for 

older people. 

 

Up to a point - organisation of prescription collection is not as 

good as it was pre-pharmacy. If it deals only with practice 

patients it needs improving. 

 

They take more than 2 days from putting in a request, even 

though they have 4 or more people in the pharmacy, have 

even had someone else's prescription, its a mess! It is letting 

the surgery down. 

 

No , but getting better. 

 

Only recently needed to receive prescriptions on a monthly 

basis, but tablets ready when I needed them.  

 

Feel more pressured than it was (staff seem to be) and now 

takes quite a lot longer to get prescriptions but I still feel 

service is good. Think pharmacy perhaps needs to 

communicate better before it gets into difficulty and under 

pressure when customer service deteriorates. I am sure ti will 

settle down and we will all get use to changes. I wonder if 

pharmacy could reply to email prescription requests and 

inform us about delays and options for getting elsewhere if 

required. Sometimes I forget for one reason or another to 

order a week in advance say and now it is not possible to get 

prescriotion on a Saturday weekends can be a problems but I 

don't mind taking my prescriptions to Witney if I need it 

urgently. I know we need to take responsibility but if you have 

a mental problem then we are not as organised as "normal" 

people and get ourselves more easily into crisis! I am merely 

trying to point out how some of pressure points can be 
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handled more easily. Thanks anyway. 

 

Better now re-orders monthly for me. 

 

It used to be fine before takeover. Always making excuses 

why medication is not ready, so far at least 6 times since 

takeover.  

 

Could be improved 

 

I thought it was less flexible at first, but now I'm used to it. 

 

Now they are getting there - the odd smile would help or 

make the medicine go down! 

 

But I think they are under too much pressure. 

 

Since the change, the service has deteriorated from 

excellent to bad. Waiting times have increased and 

information about non-availability of drugs is non-existent. At 

one stage, I even considered using another pharmacy.  

 

This has a long way to go to be as good as the previous 

service. If an item on the repeat prescription is not available, 

it would help if they could tell us at the pick-up oint. Why are 

the queues so long? 

 

Delay in getting medicine can be awkward. The service is not 

as good as it used to be. 

 

The service is not as good as it used to be. There are delays in 

getting medicines 

 

Staff unhelpful. Even if you allow "2 working days" you have to 

wait for your prescription to be bagged up. The 1 hr lunch 

closure. 

 

Generally but there were some difficulties when this was 

changed - Why close during lunchtime? (shop hours?) 

 

Service has deteriorated since change 

 

Pharmacy should be open all days and weekends and be 

more efficient anduser friendly. 

 

Needs to open all day and stop getting muddled with orders. 

Also reduce the waiting time for receat prescriptions to what 

it originally was - 24 hrs. 

 

Ok but a bit chaotic at times since the change. 

 

Sort of satisfied. The turnover time for prescriptions could be 

faster. 

 

Not like it was!! 

 

Arrangements for picking up prescriptions over lunchtime - 

imperative, and to be open until doctors finish surgery NOT 

bang on 6pm. 2 days to make up repeat prescriptions -

absurd! 

 

This is problematic since the government removed the 
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original long standing system. 2 prescriptions have not been 

actioned, an in one case the wrong strength - dangerous 

provided with considerable and ongoing consequences. 

 

But dispensary seemed to work more smoothly before. 

 

Whenever I come to collect my tablets they are never ready! 

It was a good service before it all changed over. 

 

Since the change in the arrangemetn of the pharmacy - 

waiting times for prescription has lengthened a lot - very busy 

but the staff are always trying to help. 

 

Customer service skills sometimes lacking - they love the 

sliding window!!! 

 

This service seems to have gone downhill since Wychwood 

Pharmacy took over. Why does it take 3 days to get 

prescriptions now? Why are there so many more staff? Also 

closing at lunch time could that not be staggered? 

 

Not nearly as good as the surgery service used to be but can 

understand why it has happened. 

 

Taling a lot longer for prescriptions to be ready now that its 

been taken over. 

 

I know that the pharmacy is different to a dispensary such a 

shame the powers that be decided that a pharmacy was 

required. 

 

Too slow 

 

But 95% satisfied, although, as ever, the staff are unafailingly 

plesant and helpful the razor sharp efficient of the previous 

administration seems to have been somewhat blunted! 

 

Prescriptions have been lost, the wrong medication has been 

given out 

 

The staff appear disorganised, are unhelpful and on occasion 

down right rude 

 

On the whole yes, but sometimes prescriptions not ready after 

3 days, so another journey has to be made, also a long wait 

after seeing doctor. 

 

But perhaps the present system needs looking at ie 

prescriptions not ready when they should be also long wait for 

prescriptions after seeing doctor. 

 

Preferred service before 

 

Being closed at lunchtimes and Saturday mornings have 

caused collections to be a problem for many. 

 

But it was better before the changes 

 

Used to be so much better!! Too much bureacracy. Order 

process too slow from phone to collection. Lunchtime closing 

and cloased Saturday makes it hard for working person to 

attend!! 
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We know there are problems. But I think they are gestting 

better as time goes on. 

 

Improvements could be made by better use of technology 

by linking "scripts to the doctors surgery and in stock control. 

 

Hope it will improve with time 

 

There has been a decline in the service since the change. 

Customer relations are at an all-time low with one or two 

exceptions. 

 

Very handy - would have to travel miles otherwise 

 

More than satisfied 

 

There always seems to be a delay with prescriptions, even 

when you allow enough time. 

 

We need it! 

 

The pharmacy is not up to the standard it was. They requrie 

three days notice for your prescription. I have given them 5 

days and they are still not ready, they say come back or sit 

down and wait. 

 

Service has deteriorated with new pharmacy. Why all the 

delay? Can they cope? 

 

Not as efficient as your previous system. Even repeat 

prescriptions can take several days. 

 

It used to be very good, but lately has been rather hit and 

miss. For example, I was given the wrong dosage of 

medication and soneome else's prescription. 

 

Only issue with pharmacy in surgery is that the dispensing 

takes a little longer. I have been given the wrong medicine 

before as well. This has heppened on a quiet period as well. 

 

However I feel it doesn't run as smoothly as before and the 

hours could be longer to co-incide with surgery hours. 

 

The old system was better - perhaps it will settle down now. 

 

Good facility and service, but not as convenient, reference: 

hours as it was. That said, OK if someone else can collect 

prescriptions at a later time of the next day. 

 

Restrictions on ordered prescription i.e. 48hrs seems excessive 

particiularly if ordered on a Friday. Apart from above the 

pharmacy runs efficiently. 

 

Would be more helpful if the pharmacy was open whilst the 

surgery was open. Constantly losing my prescription. 

Sometimes very abrupt with patients.Seen to be under 

constant pressure. Have even been given wrong medicine on 

occasions! 

 

Slow. Should be open full surgery hours. Waiting for 

prescription items. Not as efficient as it used to be. 
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Have ticked yes but have no experience since the pharmacy 

was privatised. 

 

This service is much worse since it was tampered with 

unnecessarily. 

 

The service is much slower than the days in which it was run 

by the Surgery. 

 

Sometimes seems somewhat cumbersome but improving. 

 

I would like to see the pharmacy open from 08.30am also the 

opprotunity to collect medicines between 1.00-2.00pm 

 

Would be useful if open on a Saturday. 

 

Very slow and not pleasant rude - (Ladies) Prescription not 

correct - 3 x times 

 

Sometimes takes a long time to get prescription made-up 

 

As I am not a resident of Milton or Shipton I get my 

prescription from Burford Chemist, so it is not dissatisfaction 

but not really applicable to me. 

 

Great service. 

 

Not always on time with prescriptions, even pre-booked in 

advance. Closing at lunch time seems difficult (especially for 

working people). I don't like having to stand at the window 

and not able to be seen. 

 

It would be helpful to have the pharmacy open at least 

Saturday morning at the weekend. 

 

Often disorganised some, with few "people skills". Closes too 

early for working people to collect prescriptions. No notice on 

their board to tell people they can collect prescriptions on a 

Saturday morning by arrangement. 

 

The pharmacy has become very slow - with mistakes made in 

orders - disappointing 

 

See previous comment. Prescriptions not available on a few 

occasions as the dispensary shut. 

 

There have been serious delays in processing prescriptions. 

Hopefully this will improve 

 

Would also be helpful if they stayed open till 6.30pm 

 

Prefer they did not close for lunch and were open from 

8.30am as again time off is limited during working hours to 

pop down and collect prescriptions. 

 

Services are OK, but would be better if repeat prescriptions 

were processed faster. Also, there have been frequent 

problems with failure to pass info promptly to the Coop 

pharmacy Charlbury. 

 

Always a very long queue - has improved slightly using the 
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repeat ordering service offered but system needs more 

speed. 

 

Should be open same hours as surgery 3 days to wait for 

prescriptions to be available is too long 

 

Although its unclear if they "know" you will be picking a 

prescription if you just stand and wait until they see you. 

 

Available opeing horus and level of service have been 

reduced. The pharmacy seems to be run to suit staff not 

patients they are unwilling to help if repeat prescriptions are 

required early and seem to enjoy saying NO! 

 

Long wait, lead time for repeat prescriptions although now 

improved since pre-ordered at collection. Also after 6 o'clock 

or Sat visit to doctor have to wait to get prescription. 

 

Can be rude 

 

Base: 153 out of 305 people answered this question 

9. Ethnicity. This is an optional question but answers but it may help us when planning future 

service provision at the Surgery.  

Single answer question or grid (answers per option add up to roughly 100%) 
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British (white or mixed) 293 

97% 

Irish 7 

2% 

Other white background 2 

1% 

Caribbean 0 

African 0 

Other Black background 0 

Indian/British Indian 0 

Pakistani/British Pakistani 0 

Bangladeshi/British Bangladeshi 0 
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Other Asian background 0 

Chinese 0 

Any other Ethnic Group 0 

Base: 302 out of 305 people answered this question 


