CHURCHVIEW SURGERY

Learning from Patient Experience – You Said…….We Did

Month of: April 2025
YOU SAID……
Friends and Family April 2025
“Overall, how was your experience of our service?”
Very Good 			- 116
Good				- 20
Neither Good nor Poor	- 4
Poor				- 0
Very Poor			- 3
Don’t Know			- 1
Friends and Family Comments (copied exactly word for word):
Very Good
· Didn’t have to wait long very satisfied thank you 👍
· Very efficient and dealt with my problems effectively 
· Everything is fine 
· The doctor explained exactly what he wanted  to tell me and I understood, plus he put my mind at rest that the results of my tests showed a positive result.
· Seen Earlier than my appointment time Doctor was charming and easy to talk with. 
· Very friendly and helpful 
· It is not always easy to obtain an appt with Dr Harte but when I do she is always fabulous 
· Dr Harte is amazing 
· I was seen on time by two lovely ladies who were very helpful 
· Seen on time & outcome of appointment expected.staff very polite. Waiting room very clean. 
· Overall good service from all staff
· The doctor was very good.
· I got to see my own doctor within 2 weeks of booking a non emergency appointment 
· The doctor gave me all the results I was worrying about and getting another problem sorted 
· Doctor was very thorough. 
· All. Staff. Are. Fab
· Quick appt and thorough
· Just happy with the way you look after me 
· Pleased didn’t have to wait long to be called to see Doctor
· Service is brill doctors are very good and respetionist very polite
· I had a lot to speak to the Dr about, & he listened carefully, & with compassion. This is particularly important to me, as someone who has a complex condition.
· It was good because you have friendly and kind medical staff.
· Good as normal 👌 
· The Doctor understood my problem & dealt with it immediately.
· The HCA was very kind and welcoming. 
· Nice people always polite get everything sorted for me 
· Pleasant, efficient service.
· "Very thoughrer and helpful "
· Didn't have to wait long nurse was very professional and informative and helpful 
· Find everything very good
· I had a B12 injection and it is very straight forward. Marie is lovely and very kind.
· Lizzie was professional, friendly and informative 
· Professional helpful and kind 😇
· Dr Harte is caring, compassionate and very very knowledgeable. Can't fault her.
· Very pleasant and extremely helpful nurse
· The Nurse was kind.helpful and considerate
· Appointment on time 
· All sorted quickly 
· She’s a great doctor 
· Appointment on time. Explained everything I needed to know 
· Doctor listened well and advised accordingly.
· Phone call seen the same day 
· Always have good service and Megan on reception is always polite and helpful 
· Wound and dressing change with all the nurses has been extremely positive all friendly and had a smile ! It makes such a big difference 
· Seen to very quickly doc really took care to see what was wrong and gave medication to help me 
· Very friendly and helpful
· Very happy with service 
· "Properly answered all my questions p
· Very helpful and pleasant 
· I did not have to long wait very good 
· All good 
· I called at 8 O'clock and got an appointment the same day. 
· I phoned at 8am and got an appointment for the same day
· The nurse I seen this week was again wonderful smiling and talkative! Nothing was a bother from start to finish. Thank you Teresa 
· Everything is done just fine
· Didn't wait long doctor very interested in what I was saying 
· Anna the practitioner nurse was very helpful was very thorough with answers to my questions and my check up 
· Lizzie the nurse is excellent and can not be more helpful
· I saw the nurse yesterday about my blood pressure. I got upset and she was so kind
· Dr ifticar was very good and all your staff are excellent 
· Very caring 
· Everyone is good at their job, well done 
· Great experience from start to finish the nurse was chatty and smiling which always helps and no judgement whatsoever!
· Quick and efficient service
· Nurse was very nice and it was very appreciated 
· I was seen on time by the nurse 
· Good sensitive and helpful service
· Teresa was very nice. My blood pressure was high so she is taking more readings this week.
· Nurse was very efficient 
· Appointment was on time and Dr was very reassuring and very helpful 
· Visit went as well, on time no problems.
· Seen quickly; GP polite and effective.
· Went in to see locum before appointment time  .
· I always manage to get excellent information on my medical problems and she will explain anything that I don't understand in a way I understand it. Unlike certain doctors who don't even give you eye contact nevermind speak to you like he is actually interested in what you're reason for attending is.
· Went in on time. Nurse knew exactly what o was there for. 
· I was very happy with the service I received 
· Service so good with doctors and nurses 
· "Seen on time,   explanations  given clearly
· Service was very good
· Everything was excellent 
· Informative helpful advise
· No waiting good discussion with doctor 
· Appointment made, Saw GP great service & early/on time answered and resolved why I had attended 
· Dr Hart was brilliant. Re-referred to RHH. She understood my concerns and was very kind.
· I got an appointment within 2 days and the doctor was really good 
· Nice work was done understanding and polite
· Appointment ran on time and was quick and efficient
· Saw the GP I wanted and was called in promptly 
· "Because the service/change of dressing on a wound was gently and quickly performed.
· I didn't have to wait very long in the Waiting Room  before being called .  The HCA was very friendly & professional 
· The lady that saw me was lovely and helpfuI.I forgot to take her name though
· Went in on time, and very helpful and caring 
· Professional and friendly 
· The nurse was brilliant as usual very friendly and competent 
· In and out and sorted within 15 mins
· Doctor was very thorough and listened to my concerns 
· In on time and dealt with quickly

Good
· Invited in to be advised my health is stable this was nice but could of been over the phone.
· Didn't have to wait to long to see the doctor. 
· Good but was 10 mins late 
· 20 minutes late calling me in 
· I was helped as I wanted.
· Prepare to understand a condition and assist 
· Problems That I went to see Doctor with were sorted and plans put in place to find causes for my problems.
· Doctor gave good advice and listened 
· I waited 35 minutes after my appointment time. 
· Had appointment with the Nurse, she was very pleasant and informative 
· Appointment 9.30am was early got seen straight away. 
· Doctors listen to problems and act accordingly 
· Cath is always polite and helpful
· No problem getting to see nurse.  Doctors are a different problem

Poor
None this month
Very Poor
· Everything was explained in detail with complete satisfaction t
· "1-Because of appointment is taken to long. 2-All time they cancel my appointment in last minute "
· You carnt get apotment with a dr who has any medical experience

Passive
· My appointment was 9.15am. But,  did not get to see Dr until about 40mins later. 
· The appointment was a replacement for a missed telephone appointment.  Believing it to be another telephone appointment I waited for a call.  But later found out that it was at the surgery.  It was really my fault for thinking that a rebook would be the same type.
· "Wound dressing - I expected it to be very painful - it wasn’t anywhere near as bad as I expected and both nurses were very kind and chatted with my husband and I throughout.
· I wanted to explain more about what I wanted to discuss but felt rushed and didn’t feel that I had been given enough time to do this.
	

What could we have done better? 
· short delay in appointment Time otherwise no problem 
· Nothing really 👍
· Nothing could be better 
· The appointment system needs improvement without the need of long telephone queues and shorter waiting times.
· Based on this visit alone very little could be improved. 
· Review the ease of booking an appointment in general 
· No immediate  improvement needed.
· Everything was great. 
· Nothing the doctor could have helped me with all sorted 
· Phone appointment or nurse could of advised!.
· Nothing. Else
· You got it right, well done 
· No problems at all
· None
· All good
· On time
· Nothing. My appointment was on time. The Dr was helpful, polite and welcoming. Very good experience.
· I am a new patient I don't have anything to comment.
· I asked Dr about my enlarged prostate, but it was not discussed.!!
· The Doctor answered my problems & dealt with them immediately so nothing else was needed 
· Being called in on time for my appointment. 
· Nothing could of been done better great service 
· Nothing at all better
· Nothing, it was great
· Tea and biscuits 😋 ha ha 
· It would have been better if it was emphasized that the appointment was at the surgery.  I assumed that the new appointment was a telephone call.
· Nothing that comes to mind 
· Everything was perfect including giving good advice
· Nothing at this time
· More online appointments.
· Just carry on smiling 
· You got it right 
· Easier way to book appts 
· Nothing could be done better 
· As far as the care I received it was brilliant but I was a little concerned that the correct size dressing was not available. This was resolved by a prescription being sent to the chemist for collection next day and a larger sized dressing was used instead.
· She couldn't have done anything better 
· All the staff are very friendly and professional 
· Nothing at all.All good.
· Currently recovering from a Mini Stroke but it seems a bit too long to get a follow up appointment with the GP 
· On this visit, nothing.
· The touchscreen check-in didn’t work.
· Dr Harte always sorts any questions you have and this is why I try to only see her and don't mind waiting until she is available to see me. 
· Went about the menopause.  Need to have a blood test but can't get me in till 7th may. Which is prolonging to get my hrt. 
· Maybe give a little bit more time to listen to the patient so they can be heard properly 
· Appointment on time i waited 15 minutes past given time!
· "Had a telephone appointment with the doctor on the afternoon between 3 and 5 
· Had a call at 11 20 but was out Had a message to call the surgery which I did about 11 40  was told the doctor was seeing a patient and would call , no such call was made that day ,   not happy at all "
· Get some appointments 
· A quicker appointment process as had to wait 15 days to see the doctor. Also phone on 'ring back later' when trying to get through to reception.
Patients Comments and Suggestions Made in the Surgery
Verbal/Suggestion Box – none
Via Online Website – none this month
NHS Choices Comments
None this month

WE DID……
1. Overall, the majority of the feedback was positive
1. Patients felt that the clinical staff were good, friendly, efficient and polite
1. Patients feel that the appointment system needs to be reviewed as they are not happy with the waiting times, this is being looked into by the partners and the management team

