
 Hindon Surgery  
A Therapeutic Environment 

 
At Hindon Surgery we want every contact to make you, our patients and 

colleagues, feel better, and we want you to find the surgery a positive and 
therapeutic environment. 
 

To do this we train our staff to be happy in their work and do all we can to make 
sure they enjoy coming to the surgery to help you.  

 
We ask our staff not to use certain words that can get your backs up or make us 
work less effectively. We don’t use ‘Emergency’ and ‘urgent’ (as in “is your 

request urgent?”). We don’t need to ask any patient how soon they would like to 
be seen as we offer ‘never-full’ appointments at the end of every surgery and 

leave you, the patient, to decide if you want to be seen quickly that day by the 
duty doctor for that one problem or would rather wait and book to see the doctor 
of your choice, accepting this may involve waiting a few days.  We also don’t use 

the word “busy”.  At times the amount of work exceeds the capacity of one 
member of staff, but as soon as we start feeling or saying we are very busy the 

ability to cope goes down.  Often we have just one GP dealing with over 70 
separate patient contacts a day and to manage this we delegate.  That means 

you may want to speak to a GP but will be asked to give a receptionist enough 
information for the GP to make a quick assessment that the receptionist can 
pass on to you, or the GP can decide your concerns can be managed by another 

member of our extending and highly trained multi-professional team.   
 

Almost all our patients understand that we work as a team and do not insist on 
only their GP dealing with the problem – if we can and it is appropriate we will 
do this but often other team members are the right people to help you. Our 

patients also help by creating a therapeutic environment in the surgery.  
However awful they may be feeling when they come to see us they are cheerful 

and lighten the mood of the waiting room – they know how their mood can 
affect the whole atmosphere and that Hindon Surgery is a happy and safe place 
that hopes you feel better just by being there.  We would like all our patients to 

do the same. To put it in the words of our new Prime Minister – let’s have less of 
the “gloomsters”.  That would be a great Christmas present for you and those 

around you.   
 
Recent research shows optimists live far longer (over ten years).  So being 

happy really is the healthy option.  
 

Dr Patrick Craig-McFeely 


