CLIFTON ROAD SURGERY
We take your comments/suggestions/feedback very seriously and continue to welcome these.
In light of what you have said:
	You Said
	We Did

	You have too many posters on your front door that I don’t honestly read them anymore.  It also looks untidy.
There’s also too many posters inside and the notice boards look messy.  As a result, I don’t read them either.
	We have reviewed our posters/notices and ensure only those relevant are up and reviewed regularly.  
We installed a new weatherproof noticeboard, next to the front door, to keep the posters that were originally on the door in there; this also keeps them all in one place.  
Our Notice boards inside have also been updated.  There are some mandatory notices we need to display and we have kept them all together on one large board.  The other board has been given a refresh and we have updated this with staff details and also feedback comments – to let our patients know we do listen to feedback and act upon this, where we can.  We will update this notice board throughout the year, with key and topical information, but will be mindful to not let it look cluttered as we appreciate this looks messy and puts our patients off.

	The building looks old and tired and needs to be bigger.  Can’t you just knock it down and build something more suitable?
	We recognise that the building looks tired and can no longer accommodate our growing patient population. We have been working very closely with Coventry & Warwickshire ICB (C&W ICB) and our Patient Participation Group (PPG) for several years, and following numerous meetings, we have now been given approval to proceed with updating the building.

While we are unable to demolish and rebuild, we will be fully refurbishing all clinical rooms, introducing a lift, and are working hard with C&W ICB to enable an extension that will provide additional clinical rooms.

Unfortunately, while this work is underway there will be some disruption, including an impact on our car parking facilities, and we will need to temporarily close the car park. We appreciate your patience during this time and will keep you updated on our progress.

	Your tannoy system is old and I can’t hear what’s been announced. Can you not put an announcement on your TV screens to let patients know when they can been seen and get rid of your speakers?
	Our current TV notice boards (in the waiting rooms) sadly do not have a patient calling facility.

Following feedback and discussions with our PPG, will be investing in new waiting room screens.

These screens will continue to display general information, as the current ones do, but will also show alerts to let patients know when it is time to see their clinician and which room to attend.

This improvement will allow us to discontinue use of the tannoy system.

	I don’t know how to request an appointment online or request a repeat prescription.  Can you do some training exercises for your patients?  
	We have introduced a stand-alone patient information screen in our main waiting room.

The screen provides local information and also allows patients to access the internet and book appointments online.

Many patients have asked for help with booking appointments online so they no longer need to telephone or come into the surgery. Our patient information screen enables our Reception team to guide patients through the process and provide short tutorials on how to book appointments online and use other online services.
This screen is designed to support those with disabilities and also provides a translation facility.

	The surgery seems to be oversubscribed.  Doctors and nurses don’t give you much time.  Gook luck getting a car park space as well.
	Rugby continues to be one of the fastest growing towns within England. All GP Practices, within Rugby, are facing increased patient lists and, unfortunately, we are all unable to close our lists.  We are working hard with C&W ICB to address the very real concern that we have outgrown our building.  Our car park has been an ongoing problem for many years and sadly there is nothing we can do, there is no more land for us to extend – we do advise all our patients to arrive early to allow them time to park.  
We do not receive complaints that we ‘don’t give much time’ and I would urge anyone with concerns to write direct to the Practice Manager so I can look into the care they have received.  Unfortunately, when comments are anonymous we are unable to investigate these fully.



	Do not go here! Doctors don’t have a clue what they are talking about and I had nothing useful from them! Think they know better than yourself too! Shambles
	Very rarely do we receive negative feedback about the care our Doctor’s provide, as a rule it is usually very complimentary.

Patients may sometimes feel frustrated if their consultation does not meet their expectations. We would like to reassure our patients that all of our clinical staff are fully qualified professionals who have completed many years of training. They also take part in regular internal and external appraisals and revalidation, and complete mandatory training and ongoing professional development throughout the year.

Unfortunately, when feedback is provided anonymously, we are unable to investigate individual concerns in detail.

However, we sometimes do receive feedback from patients who were disappointed that antibiotics were not prescribed for cold or flu-like symptoms. In most cases, GPs will not prescribe antibiotics for common colds or flu because these illnesses are caused by viruses. Antibiotics only work against bacterial infections, do not help viral illnesses resolve more quickly, and unnecessary use contributes to antibiotic resistance.

For viral infections, the recommended treatment is rest, plenty of fluids, and over-the-counter remedies. Patients are advised to seek further medical advice if symptoms worsen or persist for more than three weeks.

To help support and inform our patients, we have put this information on our website and it has also been shared on our Facebook page.



	I filled in an online contact form today at 3.30pm for my son who was complaining of an earache following a chest infection.  Doctor called me back within 15 minutes and she got me to come straight down.

My son had taken his first dose of antibiotics within the hour! I really cannot fault the care and service we get as a family from the surgery.  The new booking system just makes everything so much easier!!!


	Back in 2024, after reviewing all our patient and staff feedback, we knew we had to change and implement a new system which would be fair and equitable to all patients.  

Moving to the new system, which we spent a lot of time reviewing and tweaking (and truly believed would benefit patients), was daunting and I know some patients were worried.  However, we have received lots of positive feedback regarding the booking/contact system.  Receiving reassuring feedback is very encouraging and lets us know that all the hard work we undertook to find the right system and ensuring our processes were fully embedded, was the right decisions. We do continue to monitor the system and add tweaks, here and there, to ensure it stays fit for purpose and our patients continue to receive the care they need.
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