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Disclaimer 

Please note that this report relates to findings observed on the specific date set out  
above. Our report is not a representative portrayal of the experiences of all patients 
and staff (clinical and non-clinical), only an account of what was observed and  
contributed at the time. 

What is Enter and View? 

Part of the local Healthwatch programme is to carry out Enter and View visits. Local 
Healthwatch representatives carry out these visits to health and social care services to 
find out how they are being managed and make recommendations where there are areas 
for improvement. The Health and Social Care Act 2012 allows local Healthwatch 
authorised representatives to observe service delivery and talk to service users, their 
families, patients and carers on premises such as hospitals, residential homes, GP 
practices, dental surgeries, optometrists and pharmacies.  

Enter and View visits can happen if people tell us there is a problem with a service but, 

equally, they can occur when services have a good reputation – so we can learn about 

and share examples of what they do well from the perspective of people who experience 

the service first hand. 

Healthwatch Enter and Views are not intended to specifically identify safeguarding 

issues. However, if safeguarding concerns arise during a visit they are reported in 

accordance with Healthwatch safeguarding policies. If at any time an authorised 

representative observes anything that they feel uncomfortable about they will inform 

their lead who will inform the service Manager, ending the visit. In aber of staff wishes 

to raise a safeguarding issue about their employer they will be directed to the CQC 

where they are protected by legislation if they raise a concern. 



Purpose of the visit 

▪ To engage with patients of GP Practices and understand how dignity is

being respected;

▪ Identify examples of good working practice;

▪ Observe patients engaging with staff (clinical and non-clinical), and

their surroundings.

Strategic drivers 

▪ Care Quality Commission dignity and wellbeing strategy.

▪ GP Surgeries are a Local Healthwatch priority.

Methodology 

This was an announced Enter and View Visit carried out at the Cranfield & Marston 
Surgeries in Cranfield & Marston Villages. 

A letter and posters announcing Healthwatch Central Bedfordshire’s (HWCB) visit were 
previously sent to the practice. A questionnaire was also sent to the Practice Manager 
to complete prior to the visit. Healthwatch Central Bedfordshire also delivered copies 
of a questionnaire for patients to fill in, together with a ‘response box’, to post their 
completed questionnaires prior to HWCB’s visit. The purpose was to minimise disruption 
and inconvenience to patients during the visit.  

On the day of the visit, the Practice Manager met with the team of HWCB representatives 
at Cranfield, and the Senior Receptionist met the team at Marston to brief the 
Representatives about the surgeries and introduce members of their administration and 
clinical staff. Representatives also spoke to patients in the waiting area and undertook 
a tour of the premises to observe accessibility, including disabled access, the availability 
of patient information and condition of the building. 



 
Summary of findings 
 
 
 

Cranfield and Marston Surgery is a joint practice and is part of the Aspiro Healthcare 
Group which has Practices in Bedfordshire, Northamptonshire and Derbyshire. 
 
 
 
The Cranfield Surgery is located in a converted house on the main road through the 
village which is owned and maintained by a retired former GP. Entry is through an 
enclosed porch leading to the front door, served by a shallow ramp to facilitate 
wheelchair access. 
 
The ground floor has reception and an electronic booking-in terminal located in the 
hallway, with a waiting room, clinical rooms, toilets and a kitchen. The first floor is 
accessed by a fairly steep staircase, and houses administration offices, a waiting room 
and clinical rooms. 
 
On entering the building, HWCB representatives noted that HWCB posters announcing 
our visit were on display. The patient questionnaires and box were in a prominent 
position in the waiting room. All staff were aware of the planned visit and welcomed  
the team.  
 
A few car parking spaces are available ‘on street’ at the front of the building with 10 
spaces available at the rear of the building, however dedicated disabled slots were not 
available. 
 
 
 
 
The Marston Surgery is a more modern purpose-built facility located in the centre of 
the village.  Parking is available directly outside of the surgery which includes three 
disabled spaces. Patients are also able to use the free parking area across the road 
located outside the Co-op.  
 
The entrance to the building is well sign posted however the door to the main building 
is very heavy and has a raised ‘lip’ which is not easily accessible for wheelchair users. 
Wheelchair access is through the back door/fire exit of the surgery.  One patient advised 
a HWCB representative that they had used their walker that day as access with a 
wheelchair is very difficult.  
 
On entry to the surgery at ground level patients are seen by the receptionist through an 
open window which includes a notice advising patients to respect privacy by giving 
‘space’. Patients can either speak to a receptionist or use the electronic booking in 
screen to announce their arrival.   
 
 

 
 

 
 
 



Results of visit 

Staff -    (across both Cranfield and Marston sites) 

The Practice has the following members of staff: 

Specialist Services provided: 

▪ Minor surgery appointments

Surgery hours: 

Cranfield: 

Marston: 

• 1 GP Partner

• 3 Locum GPs, 1 male, 2 females

• 1 Practice Nurse

• 0 Nurse Prescribers

Monday 8:00 am to 6:30 pm 

Tuesday 8:00 am to 1:00 pm 

Wednesday 8:00 am to 6:30 pm 

Thursday 8:00 am to 1:00 pm 

Friday 8:00 am to 6:30 pm 

Saturday Closed  

Sunday  Closed  

• 1 Physician Associate

• 1 Minor Illness Nurse

• 7 Receptionists

• 1 Operations Manager

Monday 8:00 am to 6:30 pm 

Tuesday 8:00 am to 6:30 pm 

Wednesday 8:00 am to 6:30 pm 

Thursday 8:00 am to 6:30 pm 

Friday 8:00 am to 6:30 pm 

Saturday Closed  

Sunday  Closed  



Environment 

Other observations included: 

Cranfield: 
On entry to the surgery at Cranfield, 
representatives were welcomed by Lisa Marotta, 
Practice Manager. 

The rooms are all well decorated, however all of 
the woodwork and doors are painted in a very 
dark brown shade which tends to appear ‘gloomy’ 
especially on the staircase. 

The surgery is closed for two afternoons per week 
and phones are diverted to the Marston practice. 
The Practice Manager confirmed that no 
complaints had been received from patients 
relating to the closure on Tuesday and Thursday 
afternoons. The Manager also confirmed that a 
new telephone system was due to be installed 
and plans were in hand to update their website 
which had been very well thought out and would 
be an asset to the practice and patients alike. 

Patient Information 
The waiting area includes patient information leaflets and a collection box for used 
batteries. 

For ‘walk in and wait’ days the first 17 patients 
are seen but the remainder are sent away, even 
though they may have been queuing outside for 
some time to gain an appointment. One patient 
who had asked for a Practice handbook to take 
away was advised that she ‘could only look at 
one within the surgery’. The Manager advised 
that a new patient leaflet is available to all 
patients to take away. 

Registration at the Practice 
Patients may register in person at the Practice 
by collecting a registration form and returning to 
the Practice. Patients will need to produce proof 
of address and photo ID. Alternatively; patients 
can register on-line. All registrations are 
managed by the Practice Manager.  

Non-registered patients can be seen by a GP if 
they register with the practice on the day. 
Temporary residents can generally register for 
15 days and are then asked to formally register 
as a patient.  



Marston: 
On entry to the surgery at Marston, 
representatives were welcomed by Sam Searle, 
Senior Receptionist. 

There was some confusion from staff initially as 
they understood that HWCB representatives 
would only be visiting the Cranfield site, 
however, all staff were very welcoming.  

The waiting room is in need of redecoration 
(peeling paint and stained carpet) and 
wheelchair manoeuvrability is limited due to the 
‘L’ shape of the room and position of chairs. 
Surgery opening times are clearly displayed 
with leaflets providing healthcare information 
including the complaints process and a 
‘welcome board’ to explain the roles of 
practice staff and what they can offer patients. 
HWCB posters were also clearly displayed. 

Sam explained that some patients will queue 
outside the surgery from approximately 7.45am 
to secure an appointment, although 
appointments can be made over the phone or 
on-line. The practice also offers extended 
access to other clinics such as Flitwick and 
Woburn Sands which provide a good service. 

Patient Information 
The waiting area includes a good selection of patient information leaflets and a 
‘suggestion box’ in the foyer.  

On the day of the visit receptionists were seen to be prompt in response and supportive 
to those entering the practice.  A lift is available to the upper floor. Toilets are clean 
and include disabled facilities and a baby changing area. Patients are called through to 
their appointment by healthcare staff.  

Registration at the Practice 
Patients may register in person at the Practice by 
collecting a registration form and returning to the 
Practice. Patients will need to produce proof of address 
and photo ID. Alternatively; patients can register on- 
line. All registrations are managed by the Practice 
Manager.  

Non-registered patients can be seen by a GP if they 
register with the practice on the day. Temporary 
residents can generally register for 15 days and are then 
asked to formally register as a patient.  



Cranfield & Marston Surgeries: 

Patient Participation Group (PPG) 

The practice has an active PPG with full details, including minutes of meetings, provided 
on the Practice website. Average age of members is 50+ who meet regularly. Members 
discuss key areas of concern or the provision of new services or facilities at the practice. 
Alternatively patients can join a Reference Group, which is a virtual group, that 
exchange ideas via email or letter.  A form is available on the practice website to join 
the PPG or the Reference Group.  

Patient Consultation 
Feedback from patients is gathered through the NHS Friends & Family Test. Patient 
surveys also take place and results are highlighted in a ‘You said, we did’ section of the 
Practice Newsletter. 

Appointments System 
Patients can book appointments via System One, on the phone, via email or in person. 
Information is also available on the practice website.  The Practice Manager confirmed 
that more appointments would be made available when extended access is introduced. 
Patients are asked to telephone the Practice before 10am to request a home visit and 
the criteria for home visits is listed on the practice website.  

Out of Hours Care 
Out of hours care is provided by the NHS 111 telephone service. This is advertised to 
patients on the website, in the Practice leaflet, on noticeboards and on the Practice 
answerphone. 

Medication & Prescriptions 
Patient’s medications reviews are undertaken as required and are booked and arranged 
by the receptionists and are carried out by a clinician with the patient.  

Patients may order repeat prescriptions in person, online or by post. Prescriptions are 
always available within 48 hours, sometimes sooner. 

Patient Questionnaire Results 
Of the questionnaires delivered to both surgeries prior to the visit by HWCB 
representatives, a relatively low number of forms were completed. A total of 13 patient 
forms were returned from across both sites. The results of the questionnaires completed 
at both Practices are shown at Appendix A. 

In summary, of the patients at the Practice who completed the questionnaire: 

▪ A very high percentage of patients commented on the difficulty in booking an
appointment at both Cranfield and Marston surgery and expressed their
frustration with the booking system currently used.  Strong comments were
received which are included in Appendix A.

▪ Just over half of patients who completed the questionnaire indicated they did
not have to wait long to be seen on arrival at the surgery, although 38%
indicated that they did.  A vast majority of patients stated that the staff were
helpful and polite.

▪ Knowledge of access to Out of Hours Care - patient answers varied considerably
and included ringing 111, visiting the local hospital or calling the surgery for
more information.



▪ A high percentage of patients felt they could discuss their needs with a clinician
and they felt involved in decisions about their care and treatment. Over half of
patients felt that the clinician listens to them and considers their opinions.

▪ A fairly high percentage of patients (61%) felt that they could choose to see a
male or female clinician although one patient commented that ‘seeing a male or
female clinician depends on gender of the locum’.

▪ Over half of the patients who completed the questionnaire knew how to make a
complaint about the surgery or the staff but 38% did not.

▪ The average result of the overall quality, care and treatment at the surgery was
scored as 8 on a scale of 1 -10 although one patient commented that they could
not give an overall rating because ‘there are various things’.

▪ When asked what changes did patients feel the Practice could make to improve
the patient experience, the majority who completed the questionnaire once
again commented on the difficulty to secure an appointment within a reasonable
time and called for an end to the ‘queuing’ at the surgery.  Other comments
ranged from a lack of continuity of care, insufficient GP’s and more nurses
required for minor ailments. A full list of comments is included at Appendix A.

In addition, representatives spoke to several patients during the visits to both surgeries; 
further comments received as follows: 

‘Everyone does their best under difficult circumstances’ 
‘I am keen to make more use of the PPG in every way; they are a good resource – use 

them’ 
‘They are working as hard as they can within the constraints of modern primary care’ 

‘Ask to attend PPG meeting (twice a year) you will get an accurate insight into the 
Practice; vast negatives – minimal positive comments’ 

‘Cranfield has grown (new housing) but the surgery has not’ 
‘Surgery +16 walk-in patients per day; poorly people start to queue at 7am, doors 

open at 8.30am – winter or summer. System needs updating’ 
‘Cannot fault surgery; always happy with the service’ 

‘Only concern is the appointment regime – not user friendly and the demand is too 
high’ 

‘Difficult to book an emergency appointment; sometimes they can’s see you and you 
have to go elsewhere’ 

‘Difficult to make immediate appointment by phone and planned appointments only 
available in one months’ time’ 

‘It is very hard to get a quick referral – you first have to get an appointment which is 
in three weeks’ time and the appointment only lasts five minutes to get the referral’ 

‘Queuing for an immediate walk-in appointment starts at 7.45am’ 
‘Happy with the service and treatment but would like appointments to be sooner – a 

three week wait is far too long’ 
‘I live in Cranfield but find it very difficult to get an appointment at Cranfield so 

generally have to go to Marston instead; at the moment its not a problem because I 
can drive but if I was not able to do that it would be a problem’ 

‘Some of my friends who live in Cranfield have moved away from this practice to 
another one nearby due to inaccessibility of appointments’ 

‘ Happy with the service from the practice but would like it to be more accessible’ 
‘I am very satisfied with the practice at Marston and I am particularly happy with the 

receptionist’ 

A few of the patients spoken to at the Marston practice were Cranfield patients who 
would not normally access the service at Marston. They came to Marston for specific 
services that are not offered at Cranfield; nurse appointments, young babies check-up 
and diabetes check.  This does present challenges for patients who need transport or 
support to travel, including their Carers.  Blood tests are also no longer carried out at 



Cranfield or Marston and patients have to travel to Bedford Hospital. Patients explained 
that changes to services at Cranfield have had a wide effect on patients and Carers. 

Interaction between Patients and Staff 
Representatives observed patients entering the premises, approaching the receptionists 
who were seen to be friendly and accommodating.  

Patients were seen to interact with reception staff using first names and were confident 
communicating their needs. Staff were keen to support patients with time, and clinician 
appropriate appointments, and there was a good rapport with all visitors.  

Patients did not appear to be occupying the waiting room for unduly long periods before 
being called for their appointments. 

Clinical and non-clinical staff 
During the visit, HWCB’s representatives were able to speak to several members of the 
clinical staff (GP and nurses) and the administrative staff.  

The majority of staff spoken to had not heard of Healthwatch and were unaware of its 
functions. The majority of staff felt supported with an adequate staff level and a ‘very 
good’ Practice Manager. However, some staff found the environment at the Practice 
stressful with a few indicating that they did not feel supported; comments included ‘no 
back up!’. Of the staff members that did feel supported they would like to see more 
administration and reception staff recruited as they felt this could be improved. One 
staff member explained that they would like to be able to carry out some clinical 
procedures, for example dressings etc, however they would need to book patients in for 
two slots and appointments are limited. Staff also felt that the practice needed more 
GP’s – ‘would love to see more GP’s here’ however, space for current staff is very 
limited. It was felt that when the building across the car park had been secured (Marston) 
it would house the administrative staff from both surgeries which would free up more 
space for treating patients but this would take a while to happen. All staff benefitted 
from regular training which includes on-line training.  Staff were keen to highlight that 
the Practice needs to address the ‘line of patients in the morning’ as this would improve 
the patient experience.  Additional comments from staff included the following: 

‘Clinical challenges are well addressed’ 
‘I couldn’t come to work if I didn’t like it’ 

‘Some patients expect far too much from the NHS – expectations are far higher than 
the NHS can provide’ 

‘I was previously a patient here and staff were always helpful and accommodating – 
all staff get on really well; first time in a long time I have been able to say that I 

really like working here’ 
‘There is always room for improvement’ 

‘Very limited administration staff’ 

Concerns/Complaints Procedure 
Staff are aware of the Complaints Policy and would generally refer to the Practice 
Manager or GP Partner.  The latest Care Quality Commission report is available on the 
Practice website. Staff have a clear understanding of the process and are able to refer 
to Managers for support. Patients who gave their feedback when asked ‘would they know 
how to make a complaint at the surgery’ stated ‘yes’. None of the patients spoken to 
were aware of a complaints policy.  



Recommendations 

From feedback received, many patients are clearly frustrated with the current 
appointment system and the ‘queuing’ outside the surgery in the early morning. HWCB 
would therefore recommend that the surgery urgently research a workable solution, in 
collaboration with their patients, to develop an appointment system that will vastly 
improve the patient experience. This could involve additional phone lines or extra staff 
at busy periods but by working jointly with the PPG and/or patients, to achieve a good 
outcome, will greatly benefit the Practice, its staff and all patients.  

HWCB would also recommend that wheelchair access be improved at Marston Surgery. 
The current entry is not suitable for wheelchair users and although there is access 
through the back of the surgery, more needs to be done to support disabled and 
wheelchair users to access the front of the building without difficulty. 

As the majority of Practice staff were unaware of Healthwatch or its functions and 
Healthwatch Central Bedfordshire is not referred to on the Practice website or in the 
Practice leaflet, we would recommend that a link to HWCB’s website be at least included 
in the appropriate place on the Practice website.   

Finally, Healthwatch Central Bedfordshire recommends that this report is shared with 
the patients and staff (clinical and non-clinical) of the Practice and to advise that if they 
should wish to contribute any additional comments about the report, to contact 
Healthwatch Central Bedfordshire direct. 



Service Provider response 

Thank you for your report. It was a pleasure to meet with Healthwatch in June 
and to learn and understand more of their job role within the Healthcare sector.  I 
would like to address and respond to some of the themes that have come to our 
attention through their assessment.

Walk-in appointments

After the quota of 16 GP appointments allocated per clinician at either site for 
morning surgery have been filled, patients are navigated to an appropriate 
clinician (Advanced nurse practitioner, Physician Associate, Frailty Nurse, 
Physiotherapist, Mental Health Practitioner) to manage their concerns where a 
surplus appointment is available the same day, at either site. Also, as mentioned 
in the report, the Surgery participates in an Extended Access hub based at 
Flitwick Surgery and Asplands Surgery. At no time is patient safety compromised. 
The Practice does offer patients an alternative appointment wherever possible. 
However this is not always acceptable to the patient. For example; patients are 
not willing to travel to another site, or a patient will request to see a specific GP 
only.

The Practices offers appointment availability with a GP, Physician Associate, and 
Nurse Practitioner on a daily basis between the hours of 08:30-18:00.

Practice leaflets 

Following the visit from Healthwatch, all staff have been reminded of the Practice 
leaflet and to ensure that this is available to all patients.



Service Provider response continuedd 

Marston Surgery is undergoing redevelopment at present.

Phase one: In order to help and address the queuing of patients outside both 
Surgery Sites in the mornings, and to help the booking of appointments more 
smoothly for patients, we have just implemented the new underground tunnelling 
from Marston surgery site to the new offices for the cabling required for a new 
modern telephone system for all the practice sites. We are awaiting the IT 
workforce to implement the wiring installation next. On completion of this, the 
Practice will then move towards announcing a live launch day after completing 
the appropriate staff training to introduce and implement such a new telephone 
system. In addition, we will be using the feedback from this survey, and any 
feedback from the patient participation group and any feedback from 
Bedfordshire CCG prior to proposing any changes to the appointment system for 
both Cranfield and Marston sites. Any update and discussion to this position will 
be shared on our website and shared with members of the PPG and with our 
patients. On completion of phase one, phase 2 on the main Marston building will 
begin.

Phase two: Marston surgery site will undergo a refurbishment, which will include 
the installation of automatic doors leading into an open plan waiting room to 
improve access for vulnerable patients. Also on the ground floor, an ‘interview’ 
room will be made available for any patient who wishes to discuss a confidential 
matter with a member of staff, or for a patient to access the blood pressure 
monitoring machine. Additional clinical rooms will be created on the first floor to 
provide patient services. On completion, the surgery will be redecorated 
throughout.

Emerency appointments

The Practice remains committed to seeing patients who present with life-
threatening or urgent symptoms the same day. If the condition is not life 
threatening or considered urgent, patients are offered an appointment with our 
Extended Access provider, and are navigated to the 111 service for advice. 



Service Provider response continued

BlooddTests

Any patient who the clinician assesses and requires an urgent blood test or any 
vulnerable patient who is unable to travel to Bedford Hospital, we do offer 
taking bloods at the Practice. For housebound patients, the Practice organises a 
blood test via the Community Phlebotomy team.

Carers

The Practice is committed to increasing its carers register and its assessments 
for carers in order to ensure that carers are receiving guidance and advice in 
their wellbeing to support them in their role, which may prove to be challenging 
at times. 

Baby checks and Long Term Conditions

Mother and baby checks are carried out with a GP at both Cranfield and Marston 
surgeries. Child immunisations are administered at Marston surgery for all our 
patients, including our university population. 

Marston surgery operates a multidisciplinary model, and for patient and staff 
safety, all Long Term condition patients are currently seen at Marston surgery. 
We are in the process of seeking to recruit additional clinical staff to be able to 
deliver and implement the same model at Cranfield Surgery. 

Referrals

The Practice would like to clarify that referrals can be discussed with an 
appropriate clinician as a telephone consultation as well as face to face 
appointments, provided the Practice is in receipt of the referral details from the 
requesting provider. 

Complaints procedure 

A detail of the Practice complaints procedure is accessible to all patients on the 
notice boards in each of the waiting rooms, all clinical rooms and on the 
Practice website.



Service Provider response continued

Staff 

The Practice is currently involved in the International GP recruitment Scheme with 
the CCG to support the recruitment of GP's at the surgery. The Practice is also 
advertising to recruit a GP through NHS jobs. 

The Practice is currently recruiting members of staff to join the reception and 
administration teams. 

Prior to receiving the Health-watch report, Aspiro Healthcare had introduced a staff 
feedback survey in order to identify any key areas, including the working environment 
and staff morale, which may have not been made clear to line managers during staff 
appraisals.  Aspiro Healthcare are currently reviewing staff statutory entitlements 
across the Organisation and will then propose any changes to all staff. 

Car Park

Cranfield has one allocated disabled car parking space at the front of the building on 
the main road. However, the markings on the road have worn away. Central 
Bedfordshire Council have been made aware of this. The Practice has been advised 
that a surveyor will assess the parking spot who will then advise further. 

I hope that this clarifies the position of the Practice following our Health-watch visit 
on 25 June 2019, and that we are taking steps in implementing positive changes for 
staff and patients respectively.

Lisa Marotta
Operations Manager



E&V Evaluation Patient Questionnaire analysis - Cranfield and Marston Surgery 
1 

Healthwatch Central Bedfordshire (HWCB) is the local consumer champion promoting  choice 
and influencing the provision of high quality health, social care and wellbeing services for 
all across Central Bedfordshire. This includes both adults and children. We are an 
independent organisation, commissioned by the local authority, to listen to the views of 
local residents on health and social care services, to speak up on their behalf and to help 
improve and drive up the quality of health and social care. 

For more information please go to: www.healthwatch-centralbedfordshire.org.uk. We are 
asking patients to complete this questionnaire, which forms part of HWCB’s statutory 
function to “Enter and View” publicly funded Health and Social Care premises. We would 
like to hear from patients about the services provided at this surgery in order to identify 
what good practice is and/or to make recommendations to change services for the better 
in the future. 

Results from 13 patient questionnaires completed at Cranfield and Marston Surgeries are 
as follows:

Q1 - How long have you been registered with this practice? 

- Answers to this question ranged from 10 years up to 65 years.

Q2 - What ways are there to book an appointment at the surgery?  

- The majority of patients listed more than one way to book an appointment. Most
patients book appointments by telephone and in person at the surgery (reception) or
use the first come, first served basis in the mornings, with only a few aware that they
can book online as well.

Additional comments were made concerning the appointment booking system as follows: 

▪ I believe appointments are bookable approximately 4 weeks in advance. A

couple of emergency appointments are available on afternoons when the

surgery is open but these require you to be able to phone up at 1pm and

successfully get through first. A walk-in service is available Mon-Fri for first 11

to 13 people! Doctors often do not turn up causing people to wait in vain.

▪ Treatment 90% of the time is very good. The main problem is access, especially

in the mornings. The time waiting for an afternoon appointment is much too

long; can be 2-3 weeks.

▪ Phoning at 1pm for same day appointment it’s impossible to get a reply until

1:10pm, then no appointments available.

▪ Phone for advance appointments the normal wait is 3 to 4 weeks (Could be

dead by then!)

▪ Online... never been able to.
▪ Usually I have to beg... seriously... saying I must see someone and will be able

to go anywhere anytime.
▪ Telephone (although so bad to get through, their own staff suggest actually

coming to the surgery itself to book it).

▪ Advance booking, phone at 1pm for afternoon appointment, being seen on first

come basis. For GPs, there are very few advance appointments available. It is

APPENDIX A 

http://www.healthwatch-centralbedfordshire.org.uk/


E&V Evaluation Patient Questionnaire analysis - Cranfield and Marston Surgery 
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very difficult to get through at 1pm. The first come basis needs to be stopped. 

1 clinician regularly runs late for appointments. The first come basis in the 

morning means some patients can be in the surgery for 2 hours or more. 

▪ By phone for same day at 1pm for pm appointments – you are unable to book

same day appointments before 1pm – ridiculous!!! Or call or phone for other

appointments. Mostly at Marston Surgery, difficult for older patients living in

Cranfield! Extremely difficult to get in on same day!

Q3 - When you arrive for your appointment, do you have to wait long to be 
seen?  

Q4 - Are staff at the surgery helpful and polite? 

Q5 – How would you access Out of Hours Care if you needed it? 

- Answers varied to this question, as follows:

▪ Ring 111.

▪ I believe appointments can be made at the surgery for visits to GPs in other

locations. Not on bus route so not suitable for residents without transport.

▪ I’d probably ring the hospital GP service.

▪ Major need - A and E, minor need - walk-in centre.

38%
54%

8%

Yes No No response

83%

17%

Yes No



E&V Evaluation Patient Questionnaire analysis - Cranfield and Marston Surgery 
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▪ Out of hours would be good if you were able to get an appointment. Now they’ve

put these ones online as well I booked an appointment and all I could get (for any

time whatsoever) was an out of hours appt in 6 weeks’ time.

▪ For out of hours care, means going to the local hospital, Bedford or phoning 999.

▪ Ringing surgery for information.

Q6 - Do you feel: 

a) You can discuss your needs with your clinician?

b) You feel involved in decisions about your care and treatment?

c) Your clinician listens to you and considers your opinions?

85%

15%

Yes No

77%

23%

Yes No

62%

38%

Yes No



E&V Evaluation Patient Questionnaire analysis - Cranfield and Marston Surgery 
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Q7 - Are you able to choose whether you see a male or female clinician? 

- Additional comment received as follows:

▪ ‘Seeing a male or female clinician will depend on gender of the locum’

Q8 - Do you know how to make a complaint about the surgery or the staff? 

- Additional comments included the following:

▪ ‘With difficulty - guess I would ask to be called by the remote Practice Manager’.
▪ ‘When I registered in 1969, there were 2 doctors, no nurses, no receptionists. You

could call a doctor 24/7. Now, for example, on Bank Holidays no one from Thursday
to Tuesday. Almost impossible to get a callout and even then, the surgery will
sometimes close midweek a.m.’s’.

31%

61%

8%

Yes No Don’t know 

62%

38%

Yes No



E&V Evaluation Patient Questionnaire analysis - Cranfield and Marston Surgery 
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Q9 - On a scale of 1 to 10, how would you rate your overall quality, care, 
treatment and service at your surgery?   

The majority of people who answered this question rated the surgery with a score of 8. An 

additional comment received as follows: 

▪ ‘Cannot give an overall rate because they are various things’

Q10 - What changes do you feel the practice could make to improve the service 

for patients at this surgery?  If you have any more comments to make or would 

like to expand on any of your answers, please do so. Answers given as follows: 

▪ A doctor. There is no continuity of care, speaking to a different locum on each

visit.

▪ Restore 5-day service.

▪ Daily appointments replace the walk-in system to avoid queuing outside from

7:30-8:15am in all weathers. Extremely unsuitable for elderly, disabled and very

young.

▪ In relation to ‘Are staff at the surgery helpful and polite?’- Staff do their best

under difficult circumstances.

▪ I am currently composing a letter to the Practice Manager to ask why urgent

referrals suggested by visiting GPs have not been made, as well as others

requested by specialists.

▪ There are insufficient GPs at the practice.

▪ Is it any longer viable to service the university with too few GPs and inadequate

facilities?

▪ Cranfield was promised a new Health Centre if a certain housing development was

built. Why has this not happened? The current local provision is inadequate for the

vastly increased population.

▪ More availability of Doctors.

▪ Blood test at the surgery, as there used to be.

▪ More nurses for minor ailments.

▪ Morning walk in surgery. Shelter and seating should be provided and a ticket

issued on entry.

2

1

2

1

3

2 2

Rating 1 - 10 
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▪ Staff at the surgery are helpful and polite though sometimes a little over firm.

▪ Stop the queuing outside at times like 7.15 am.

▪ Make it possible to make an appointment at a reasonable time, not 3 weeks in

advance.

▪ Actually make it possible to get an appointment rather than having to go to A&E.

Both me and my husband have repeat prescriptions that for the last 3 months (and

currently) are still showing as needing a review. They are apparently behind, so I

have to keep ringing to get repeat prescriptions and then it has to be referred to a

clinician while I’m waiting for my medication.

▪ More Doctors working more hours.

▪ The following changes could make an improvement to the services for patients at

Canfield Surgery:

o Full time permanent GPs

o More medical staff e.g. Practice Nurse

o Surgery to be open every weekday and early evening

▪ Largely the staff are very polite and try to be helpful; a few can be abrupt and

reluctant to explore options.

▪ I have used the extended hours facility and found it excellent and felt completely

included in decisions.

▪ The morning surgeries where patients are queuing from as early as 7:30am needs

to be stopped ASAP. I was told a year ago that we would be – it’s still happening

and is inhumane in this day and age. Initially 16 patients were seen every morning.

This is sometimes reduced on the day! The surgery has made major changes over

the last 2 years without any consultation with patients. E.g. closing Cranfield on

Tuesday and Thursday pm, becoming part of ASPERO Healthcare. The population

of the area [should be] is divided equally between the 2 sites especially with the

closure of the university branch. Why have services been greatly reduced at

Cranfield? Cranfield is now closed 2 afternoons per week, nursing staff work

mainly out of Marston, some totally out of Marston e.g. minor illness, long term

disease management involving needless travelling especially for the elderly. The

facilities at Cranfield are equal in most areas to those at Marston and while still

operating a surgery, Cranfield needs a far better service than [it is] receiving now.

▪ Do away with queuing at 7:30am to try to get in. Originally 16 patients per GP

would be seen but sometimes this can be as low as 11 and you don’t know until

you’ve waited in the queue for over an hour, how many will be seen that day.

▪ If you are old and ill, should you have to stand outside in all weathers for up to 2

hours?!

▪ I’m afraid that since our present doctor took over the practice, it’s gone steadily

downhill. He seems to only attend when he thinks he will and only 1 day a week at

the Cranfield Surgery (which used to be the main one). While I think he is a good

doctor, he has no management skills and has lost most other staff. They just can’t

work with him. PRACTICE NOT FIT FOR PURPOSE.




