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│ JHS Patient Participation Group
│ The Patients’ Voice

PRESTWOOD PHARMACY:  SURVEY OF JOHN HAMPDEN SURGERY PATIENTS 
The chair of the John Hampden patient participation group (PPG) was invited to a meeting in July 2026 between the practice manager of John Hampden Practice and the area manager of Enimed (the company running Prestwood Pharmacy).  The PPG chair offered to use the PPG’s database of ~400 patients to send out a survey to get views on the performance of Prestwood Pharmacy.
The area manager suggested some questions, which were then refined by the PPG chair in consultation with the practice manager and PPG committee.  The survey was sent out on 4th August 2026.  It comprised the following six questions:
1. Are there any over-the-counter products you would like to be available at Prestwood Pharmacy which aren't currently sold?  If 'yes', please list the actual product or product category

2. Before seeing this survey, which of the following services were you aware that Prestwood Pharmacy provides (please tick all you knew about)
a. Pharmacy First*
b. Blood pressure Readings
c. Contraception
d. Weight management 
e. Travel vaccinations
f. Free prescription delivery service if you're exempt from prescription charges
*   patients in different age categories can consult with a pharmacist about 7 conditions such as a sore throat and an uncomplicated urinary tract infection, and the pharmacist can prescribe medicines (including antibiotics) where appropriate

3. Would you like Prestwood Pharmacy to provide any other services?  If 'yes', please say what services

4. Before seeing this survey, did you know that you can use NHS 111 to ask for a limited emergency supply of a prescribed medicine you take regularly and you've completely run out of.  (The medicine can be picked up at a local pharmacy.)  

5. What do you think Prestwood Pharmacy does well?

6. What do you think Prestwood Pharmacy could improve?
The survey used the free Survey Planet platform.  84 John Hampden patients responded on the platform.  There were also 2 email responses from patients..
It should be noted that those on the PPG database are patients who have volunteered to receive communications from the PPG.  It is assumed that they are not necessarily representative of the demographics of the entire patient population, and this may need to be borne in mind when reviewing the survey results.

Overview of responses
The response data is contained in appendix 2, including the verbatim comments made in relation to questions 1, 3, 5 and 6.
The key findings appear to be:
A. a standout negative comment from respondents about queues at the pharmacy
B. customer/patient knowledge of the services listed in question 2 ranges from 72% to 22% of the 69 people who answered this question.  (If the respondents are skewed toward an older age profile, it might be a factor in eg the number knowing about contraception services;  on the other hand, if this is the case, it is of concern that only 42% of respondents knew about the free delivery service.)
C. most respondents consider pharmacy staff to be friendly and helpful.
Prestwood Pharmacy’s response to this report is at Appendix 1.

PPG comments
The PPG believes that it is in patients’ best interest for the surgery and pharmacy to operate in an integrated way, where at all possible.  In particular, with the pressure on surgery appointments, the PPG welcomes the availability at the pharmacy of appointments for ‘minor’ conditions and the services listed in question 2.  From that point of view, the PPG would support any steps the pharmacy can take to broaden the publicity for this offer, including the expected extension of the Pharmacy First scheme in Autumn 2026.  The PPG suggests, for example, regular use of local social media sites, such as Your Prestwood and Great Missenden Facebook group (which says it has 8,900 members), and the Prestwood and Great Missenden Nextdoor app groups.
The PPG also believes that it may increase the use and support for the pharmacy if the reported extent of queueing could be addressed.  The PPG is conscious that the survey was undertaken midway through the roll-out of a new scheme whereby customers who provide relevant contact details are now alerted by text that their prescription is ready.  This is a very positive step forward and it is assumed that it may help with the queues.  The PPG committee has in the past also queried the system of finding prescriptions when visiting the pharmacy to collect them:  it seems to involve somewhat convoluted rifling through the prescription slips and then finding the medication in one of the drawers.  As customers, we can’t know the rationale for this, but it does appear somewhat slow and clunky, taking up time when the staff could be serving other customers.  A few of the responses have also highlighted this and have also queried staffing levels.
The PPG welcomes the fact that most customers find the pharmacy staff friendly and helpful and endorses the views expressed about the importance for JHS patients in Prestwood of having a community pharmacy on the doorstep.  The PPG also welcomes the initiative to hold a pharmacy/surgery meeting as means of maintaining and improving integration, and wonders whether this will be a regular occurrence.
The PPG would be happy to advise the pharmacy (from a patient perspective) on the nature and design of any planned changes to the pharmacy.

Note.  The PPG has no commercial or other ties to Prestwood Pharmacy.  Nor is it at all encouraging patients to favour one pharmacy above another.  It has undertaken this survey simply to investigate John Hampden patients’ views about an important primary care service located in the same village as the surgery.  Some surgery patients live in the wider HP16 area and have nearer pharmacies.
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Appendix 1
PRESTWOOD PHARMACY RESPONSE

We would like to thank the Patient Participation Group (PPG) for taking the time to undertake this survey and for providing such thoughtful and constructive feedback. We greatly value the positive relationship between the pharmacy, the surgery, and the patients we jointly serve.
We are pleased that the PPG recognises the importance of an integrated approach between the surgery and pharmacy, and particularly welcomes the wider range of clinical services now available through community pharmacy. We share the view that greater awareness of these services can help patients access timely care while reducing pressure on GP appointments. We are committed to promoting services such as Pharmacy First and any future extensions to the scheme, and we appreciate the PPG’s suggestions regarding the use of local social media channels, including community Facebook groups and Nextdoor. We will explore opportunities to increase engagement through these platforms and other local communication channels.
We also appreciate the comments regarding waiting times and queueing within the pharmacy. We recognise that patient experience is significantly influenced by the efficiency of our service, and we are continually reviewing our processes to identify improvements. The introduction of our prescription-ready text notification system is a key part of this effort, and while the survey was conducted during the implementation phase, we are already seeing positive benefits from the service in helping to spread collection times more evenly throughout the day.
The feedback regarding prescription retrieval processes has also been noted. Whilst some of our procedures are governed by regulatory requirements, patient safety considerations, and the need to ensure accurate dispensing, we acknowledge that parts of the process may appear cumbersome from a customer's perspective. We are currently reviewing workflows and operational arrangements to identify opportunities to improve efficiency without compromising safety. We will also continue to review staffing levels and deployment to ensure resources are aligned with patient demand.
We are particularly pleased that many respondents reported positive experiences with our team. Our staff work hard to provide a friendly, professional, and supportive service, and it is encouraging to know that this is recognised by our patients. We also share the PPG’s belief in the value of having a community pharmacy at the heart of Prestwood, providing convenient access to healthcare services close to home.
We welcome the PPG’s support for closer collaboration between the surgery and pharmacy. The recent pharmacy-surgery meeting was a positive and productive step, and we agree that regular engagement will help strengthen communication, improve patient pathways, and ensure that both organisations continue to work effectively together. We intend to continue these discussions on an ongoing basis.
Finally, we are grateful for the PPG’s offer to provide patient-focused input into future developments. Patient feedback is invaluable in helping us shape and improve our services, and we would be delighted to engage with the PPG on any significant changes or initiatives that may affect our patients.
Once again, thank you for your constructive feedback, support, and commitment to helping us continue to improve the services we provide to the local community.
Prestwood Pharmacy Team



Appendix 2
RESPONSE DATA AND VERBATIM COMMENTS

Q1  Are there any over-the-counter products you would like to be available at Prestwood Pharmacy which aren’t currently sold? If ‘yes’, please list the actual product or product category     
51 responses
Predominantly “no”.  A few unsure.  Each of the following got one mention:
· CCS professional foot cream Fisiocreme
· Capasal shampoo
· Canestan pessaries
· Cheaper vitamins cod liver oil and chewable vitamin C Colgate toothpaste
· Hycosan night cream ( wasn’t in last week- not sure if stocked)
	Other comments:  
· swapped to Kintons a couple of years ago when prestwood pharmacy changed
- used to be brilliant - then something happened and it really changed – queues,
not as helpful, completely different.
· I have my prescriptions sent to Kinton and they are my chemist of choice.
· None that I’m aware of however o frequent Great Missenden pharmacy now 
as it’s less crowded.



Q2 Before seeing this survey, which of the following services were you aware that Prestwood Pharmacy provides (please tick all you knew about) [Pharmacy First is where patients in different age...
69 responses
						Number	% of
						Ticking	respondents

Blood pressure			47		68%
Contraception				16		23%
Free prescription delivery		29		42%
Pharmacy First			44		64%
Travel vaccinations			50		72%
Weight management			15		22%
One email response was yes to all except weight management.
As regards Pharmacy First, the survey didn’t ask patients to say whether they knew which seven conditions it covers or, indeed, the age qualifications for each.

Q3.  Would you like Prestwood Pharmacy to provide any other services? If ‘yes’, please say what services
38 responses
Predominantly “no”.  Comments:
· None - great service
· Not sure - it seems to do quite a lot. Maybe ear syringing.
· We had to go elsewhere for travel vaccinations as these didn't appear to be available at the surgery or pharmacy in Prestwood.
· A selection of ready to wear Reading glasses
· Sort out the front desk staff and the ability to just go and get a prescription and finish the transaction!!!
· No just a prompt prescription service which is why I switched to elsewhere
· Immunisation
· something to lock the push-bike to at the side entry whilst collecting prescriptions etc - the drainpipe is a poor substitute.
· None I didn’t know that they offered all that they offered.
· Better customer service and friendlier staff.


Q4.  Before seeing this survey, did you know that you can use NHS 111 to ask for a limited emergency supply of a prescribed medicine you take regularly and you’ve completely run out of? (The medicine...

76 responses
Yes – 20
No – 60
Note: not sure why the discrepancy between 76 responses and 80 answers given.

Q5.  What do you think Prestwood Pharmacy does well?
66 responses
· No not remotely as far as filling my prescriptions. I have repeatedly gone to collect items after the proscribed period of time … only to be told they had never received instructions. Walked back to the doctors who were able to tell me me precisely what day and time my requests were sent. Walked back to the pharmacy only to be told, yet again that they couldn’t dispense as they had never received instructions. I have now moved to Kinton pharmacy. It is not local enough for me but my neighbour goes to collect for me and has never, ever had a problem there.
· Friendly staff who deal with difficult customers
· If they haven’t got my repeat prescription, they always explain why and confirm when it will be available. Mostly Friendly and accommodating, depending on the staff!
· Nothing
· Helpful advice and friendly
· Deals with repeat and one-off prescriptions efficiently. Travel vaccinations Flu and covid vaccinations Pharmacist consultations and the prescribing of anti-biotics as appropriate Has a good selection of over the counter products
· Nice environment, copes well with moody people in the queue, friendly staff. They always try to help with advice when required.
· Friendly, generally efficient service
· Contact me when meds ready
· Handle a very busy workload with goodwill
· Friendly and supportive
· Prescriptions from doctors and general medicines
· 1) Covid and 'flu jab services. 2) The recent introduction of a text service to advise that prescriptions are ready for collection has expedited the preparation and customer collection process. This is appreciated.
· Managing tricky situations such as long waits for prescriptions and awkward patients
· Welcoming and efficient and helpful staff
· Flu Jabs, Blood Pressure testing, customer service, always answers telephone calls. Helpful staff.
· Overall efficient but prescriptions are sometimes delayed
· Excellent staff polite informative Good communication
· Provide us with local prescription, medicine, flue jabs etc.
· Assistants always pleasant and very helpful
· Vaccinations. Efficient, kind & helpful staff.
· It is absolutely vital for the village, life would be very different for many people without it.
· Covid vaccinations
· It’s a better service now we are emailed when our scrip is ready.
· Customer service Opening hours Helpful if prescriptions haven’t been processed
· Generally, very helpful
· The new system of confirmation by text when a prescription is ready. This saves a lot of wasted time for the pharmacy and for patients.
· It is still a village pharmacy
· Very efficient service for prescription requests. Friendly and helpful staff
· I think it used to be very efficient but over recent times it seems a little more chaotic. The front of house staff are always polite and helpful but it seems to be taking g quite a long time to get prescriptions through.
· Everything
· Friendly and efficient service
· We were not always very happy with the efficiency of dispensing our prescription, on occasion they have told us that the prescription was not available, but after another trip to the doctor they found it.
· Putting up notices about how hard things are
· The service at the till and behind has improved markedly, the staff link with customers so much better. Texts when prescriptions are ready is a great help.
· Putting up notices about how hard things are
· Stocks a wide range of over the counter products. Prescriptions
· Provides a very good service to the local community Pleasant counter staff
· Being there for us
· They are all very kind and let me know when my prescription is ready for pick up
· Personal service
· Sends texts when prescription ready got collection
· Lovely staff doing their best in sometimes difficult circumstances
· It is good to be informed when the prescription is ready rather than having to wait in a queue only to be told that it is not ready.
· For most of the time it always has the medicine I need. Though in the lastfer months I have had to return because you did not have the product that had been prescribed.
· all good; perfect service
· Very friendly and efficient - maybe shorter queues sometimes
· My prescription Rimmel make up
· Informing patients when their prescription is ready to collect
· Generally seems fine
· Friendly staff
· Dispensing medicines
· Very friendly
· Friendly
· Consultation with pharmasist
· It seems to take longer than it used to, to process prescriptions sent from the doctors but I do like that they now send a message saying when it’s ready to avoid a wasted journey
· To be honest I rarely go in there as I find them pretty unhelpful and slow.
· I’ve recently moved to get my prescriptions delivered to my home address as the queues were far to long in Prestwood I regularly waited 25 minutes plus
· Answers the phone promptly Helpful reception. Triage system
· Letting you know when your prescription is ready
· Most things, being helpful
· Wide range of over the counter products
· It is personable and knowledgeable, last I visited was 4 months ago. Some queues however which is why I go to Great Missenden now.
· ?
· It’s opening hours work well for working people - being open past 5pm is very useful
· No
· As far as I have experienced nothing.
· I can’t open the link but I think Prestwood pharmacy are brilliant. 
· Friendly and helpful.  Will check availability of a product not currently on shelves and happy to phone whether it is or not available.

Q6.  What do you think Prestwood Pharmacy could improve?
61 responses
· See my previous answer
· Monitor busy periods to add more staff
· The repeat prescription service needs significant improvement. It is unreliable and often feels almost non-existent. Better organisation, clearer communication, and more timely processing of repeat prescriptions would greatly improve the service for patients.
· General stock seems to be lacking in some areas Big empty spaces on shelving
· Nothing for me
· The pharmacy can get very busy at times, but they are unable to predict when that’s likely to be.
· I think the new text message service will help a lot with the queues. Sometimes them closing for lunch makes it tricky to time getting there right when I am working.
· General appearance. Some areas look a bit scruffy/makeshift.
· Nothing at present
· The other side of the coin! Manage the number of people queuing at any one time.
· Display of information about other services pharmacist can provide.
· See preceding comment
· More efficient way of dispensing prescriptions
· Unsure
· Deserves a bigger premise
· sometimes prescription collection can look a little clunky, possibly due to required checks?
· Queues!
· Shorter queues, but I’d rather queue than have no pharmacy.
· Respond faster to prescriptions. Don’t close for lunch - as someone who works often the only time I can get to the pharmacy is lunchtime.
· Don’t know
· It seems to take ages for them to find our medicines.
· On some days, often there have been long queues (7 or more people) when only one member of staff is in the counter.
· Waoting times for prescriptions seem to have got longer ober past couple of years, although my lsst one was ready very promptly.
· Nothing, it works fine and the staff are friendly and helpful.
· Staffing
· Can’t think of anything at the moment
· I am sure they have a very busy workload but it seems that they are struggling a bit at the moment. This may well be because of all the extra services they can now offer.
· Waiting times
· Maybe slightly less waiting time which can sometimes be a problem.
· Be more efficient. The pharmacy we now go to texts us when the prescription is ready
· Not sure no now as I moved and the treason for that was slow prescription following approval
· At busy periods an extra member of staff front of house. It is not unusual to have a queue nearly reaching the door
· Better space for vaccinations
· Better lighting
· Nothing
· Don’t really know they do a sterling job
· Always busy Ideally should be located at Doctors, so you don't have to go back for medication - more a point for the GP, that they should be a hub with more services Text that prescription is available is a big improvement - need an autamated collection system with secure boxes I have had travel vaccines at the pharmacy, office space is inadequate
· Waiting time
· Quite happy with it as it is
· Nothing
· N/A
· Time taken between ordering a prescription and when it is available to collect
· I like getting text to say prescription is ready
· Need more staff Always a queue
· The queues!
· See response to question number one
· Reduce queues in for collection of prescriptions
· Staff numbers
· More counter staff as there is normally a queue
· I’m happy as it is
· Prescription management
· Customer service – an intention to be helpful rather than unhelpful. Dealing with the queue more quickly.
· Queues
· Triage system! Allow administrative ones for 24 hours even if they lead to a queue
· Speed of service
· Waiting time at counter
· Speedier process. Streamline with AI?
· I dont mind anymore…Kintons is so much better
· It is incredibly slow. I have collected 10-15 prescriptions over two years and have always been waiting in a line that’s taken 15/20 minutes. I now go to Kinton Pharmacy despite Prestwood being walking distance from me. The layout of the shop makes it very difficult for people to navigate back to the door once their perscription has been given as there is always a line. People who are less mobile or with buggies struggle. If the counter for customers was at the back going from left to right, customers could que and wait without getting in the way!
· Very badly organised, they never seem able to find your prescription
· Customer service, being friendlier and approachable, excessive queue times.
· As I’m not a regular user of the service, it is difficult for me to say.  There have been delays in the past with regard to prescriptions, but that seems to have been resolved.  I do appreciate receiving a notification when a prescription is ready for collection.
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