CHURCHVIEW SURGERY

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

Month of: January 20206
YOU SAID……
Friends and Family January 2026
“Overall, how was your experience of our service?”
Very Good 			- 115
Good				- 31
Neither Good nor Poor	- 8
Poor				- 1
Very Poor			- 2
Don’t Know			- 0
Friends and Family Comments (copied exactly word for word):
Very Good
· Quick and efficient.
· "On my recent visits i have found all the staff welcoming whether they be receptionists, nurses, Health Care Assistants.  I have been more comfortable in explaining  how the treatment has been going for me or if there is a problem with dressings, tablets etc.  Pleased with the way the next appointment/s are made for me before I leave the surgery.
·  No complaints!"
· Was seen quickly 
· I was happy with the staff that treated me and are still being very helpful. 
· Efficient. On time. Friendly and explained well. 
· My questions were answered and treatment plans discussed 
· Someone came back to me straight away 
· Great information staff 
· Seen on time, listened to, given a few solutions 
· Very professional 
· Up-to-date correspondence at all times 
· Reception and Anna your nurse were very friendly and helpful. 
· The staff at Church View are all lovely and very professional 
· Always pleasant manner. Good listener explained difference to me between the use of a doppler snd compression which put me in a better frame of mind! 
· On time appointment polite smiles and chatty
· The staff r very helpful and pleasant 
· From reception to seeing my GP was exactly what I would expect from a well run practice please keep it up .10 out 10
· Very professional 
· Quick and efficient.
· Always good and friendly service.
· Because they was very good 
· My appointment was on time. The nurse who was checking my BP was very kind , asked how I was getting on with my medication and I didn't feel at all rushed when explaining how I felt. 
· Got the results I wanted and it's nice to see a doctor who explains everything and puts you at ease . 
· I have been looked after very well by everyone who has been treating me. I can’t thank everyone enough.
· The person I saw with my daughter was absolutely brilliant,she went above & beyond to accommodate.She had the time to see us & didn't rush us.With my health condition she was very understanding. she is an absolute credit to church view surgery.
· Friendly, good dressing. Talked to both HCA’s re using the doppler on my ankles to which I have agreed following an explanation as I did not understand the procedure. Appointment date received already. VG, no complaints.
· Receptionist very helpful and excellent helpful consultation with nurse
· Doctor had a nice personal 
· Friendly staff
· Lizzie is an amazing nurse. Carter loves her. Makes the experience so calming
· It was a surprise knowing that I needed a visit to hospital. But thanks to all surgery staff for it  to be so casual. Again thank you all .Paul W .
· The doctor was very friendly with the advice she gave me
· The doctor was very friendly and gave me good advice
· Nurse was very informative for my complaint
· "Dr harte was very helpfull once again 
· Thankyou"
· "Appointment on time. Very thorough assessment 
· all good 
· "Doc Harte was very helpful and worked hard to cover all options to help with my issues. Very thorough, thank you.
· Also very friendly and understanding, as always. "
· GP on time, excellent advice and service. Receptionist helpful, efficient and knowledgeable.
· Very helpful
· Dr gray listened to me about my cholesterol 
· Thorough assessment and I felt heard, validated and my needs properly considered 
· Simply because it was very good.
· Good examination 
· Nurse was thorough and positive and delightful.
· Friendly efficient and quick 
· Friendly and efficient 
· Doctors were good gave me all the information about my condition 
· Listened well & calmed me down
· On time went extra by doing blood pressure also weighed me 
· Good examination 
· Very professional.
· Always helpful
· Great service
· "On time & thorough examination. 
· Explained & interacted pleasantly. "
· The booking process was simple. The nurse was efficient and I was seen in a good timely manner.
· "because I  went in on time.
· Seen on time and everything covered in a thorough review.
· The nurse was lovly did her job well and made me feel relaxed
· Great people with a good bedside manner. 
· "Dr Gray is thorough and I trust his diagnosis
· Amanda was very friendly and followed up with me on a question I had asked at my appointment. Great service as always"
· Because every time I attend the service is always very good
· Welcoming, pleasant manner,  HCA measured my wound as I  was a bit bothered that the wound was getting a little larger. Efficient wound dressing. Thank you.
· I/ was very tired. 
· Always helpful
· Doctor Ithika has a very high standard of care , understanding and get things done quickly 
· I was pleased with the way I was treated couldn't find any fault at all.
· Very polite
· Was listen to and looked at options came to destion together 
· Appointment was on time, friendly syaff
· She put me at ease . Can speak up a little . 
· I have found Receptionists, Practice Nurses and Doctor very professional and helpful with any of my queries.
· Very thorough meeting, updated history any concerns covered. 
· Never any problems
· Very caring and professional 
· Seen in a timely manner, nurse was very professional 
· Clinical and admin staff are always polite, helpful and professional. 
· Because Dr Grey ALWAYS helps me whatever it is he us such a brilliant doctor.
· Excellent no other way to describe the service 
· Efficient,on time. Informative.
· 1st class service and very helpful and friendly 
· The nurse was very friendly and put me at my ease
· I was happy with the waiting time and the doctor 
· Looked after very well by staff member 
· Very pleasant and efficient nurse.
· Explained everything 
· Treated with respect !!
· "I am always greeted in a friendly manner 
· My appointment is on time "
· Had a good chat with the dr and very happy either way outcome 
· Everything was perfect 
· Lizzie was very knowledgeable an explained things well.  I felt listened to. Not too long to wait to be seen. 
· Saw Doctor on time
· Lovely doctor who was very caring and listened to my needs 
· Was a bit anxious as first time l've had to have stitches taken out and nurse was very reassuring.
· Seen by the dr.requsted,on time & positive outcome.
· Dr harte is brilliant she listens and doesn't rush your appointment 
· On time.very polite,
· Appointment exactly on time and doctor very helpful
· Doctor Harte was very helpful 
· The doctor gave me the results from my recent blood test, and it was reassuring to learn that everything was fine from the test.

Good
· Good surgery . Good staff
· A bit late on appointment 
· The dr was very supportive 
· Doctors appointment went well thank you.
· Good staff 
· All went well as expected. Nurse was very helpful,and polite during my appointment.
· Getting my appointment dealt with efficiently 
· Good points Dr was good and listened and explained things clearly and friendly. Felt heard and treated like a person. Only downside was 30 min wait after my appointment time before being seen. 
· Good doctors.  Good staff
· Very pleasant people and service 
· Good service 
· Maryam is very good, nice and easy to talk to, was a pleasant experience.  
· 10 minute wait as no 1 in there
· Doctor explained why I was there and what will happen as we go forward.
· was 20 minutes late which doesn't help your nerves 
· Wasn’t satisfied with outcome told take paracetamol???
· injection was done well.
· Because it's always V good service .
· This time things were done well 
· Thought I would have blood pressure taken as it was a review as I have a heart condition. Was advised a person from heart clinic called Joy had been trying to contact me but no missed calls on home phone or mobile?
Poor
· difficult booking blood test due to phone queues couldn't book on line and couldn't get a local appointment for ultrasound service
Very Poor 
· "During the appointment, the nurse made comments such as “when you get bigger” and stated that I would be “pinned down” for the RSV injection. I found these remarks inappropriate and distressing.
· I was also made to feel that the RSV injection was compulsory, despite me stating that I understood it was not. Although I had already decided to have the injection, the way this was communicated made me feel as though I did not have a genuine choice.

· This appointment was not a midwife or pregnancy-related appointment, and I did not expect to feel pressured or uncomfortable in this way."
· "The gp we saw was very rude ,elevating his voice to mom infornt of my children.
· my child and nyself came out of the surgery feeling extremely anxious and upset ."
Passive 
· Because I had no results could have given me an answere to my question about my inhaler
· Didn’t get satisfaction 
· 40 min over appointment time 
· Gp stresses the important of not missing the appointment however I waited 45 minutes to be seen to then have a 2 minute conversation with the gp. It easily could have been a phone appointment.
· Because i was under the impression that i was having an examination for the DVLA, instead the GP (not my regular GP) only copied from  letters already on my notes. I was also kept waiting 20mins into my appt time. Knowing the fee that the dvla pay for this kind of appt i think it unfair.
· I was trying to relax and have my blood pressure taken and while I started to close my eyes and relax, the nurse wanted to make me aware of the noise next door, saying it’s a staff room but I won’t be hearing anything confidential. I’ll be honest I couldn’t really hear anything I was trying to relax and get my bloods taken. Because the nurse was stressing me my blood pressure level kept going higher. Then nurse said I was meant to bring blood pressure reading with me, which I wasn’t aware of. Which didn’t help my stress. And for the rest of the day I was stressed, sorry to say not a good experience. Normally the experience with the nurses I’ve met in the past have gone really well. I’ve not met this nurse before, and if possible in the future could I have another nurse, if to take my blood pressure. 

What could we have done better? 
· Nothing 
· There wasnt anything 
· I was happy with the outcome 
· It was very hot in there
· Not given a form to make appointment for exray
· Everything is good.
· Nothing
· More appointments 
· Nothing 
· More appointments 
· Not applicable 
· Nothing
· Can not get appointments 
· All went as expected
· All good.
· Nothing, excellent care and service from all who work at Churchveiw.
· Couldn't have done anything better just making me feel comfortable was enough.
· Everything was perfect.
· Nothing 
· Nothing
· At the time absolutely nothing. 
· Nothing really
· Nothing 
· I only saw the nurse who seemed very good
· Look at patients medication before stopping it
· None 
· Everything else was fine, staff are always polite, waiting room clean ect ..
· no suggestions 
· Nothing. 
· Just could I have a different nurse in the future, if possible when taking my blood pressure, even typing this now is stressing me out the situation. But all the other nurses I’ve seen have been really helpful and calm. 
· Nothing today
· Nothing for me 
· Nothing
· Allotting more time for patient appointment as some ppl need it
· Can't think of anything 
· Can't really think of anything 
· Nothing for me, given medication as best suited for me 
· Nothing
· More appointments 
· "Cannot get a doctor's appt. When very ill.
·  This was Feb., 2024. Hopefully improved since. 
· nothing,everything was on time.
· None
· Can't think of anyghing
· Nothing really
· No qualms with my service. 
· Everything was fine
· I have had my cervical screening cancelled several times, would be great if it could have been booked back in quicker.
· Na
· Nothing 
· Nothing better 
· Nothing for me really 
· Can’t think of anything. 
· On 16 Jan i went to Churchview Surgery and had a blood sample taken for my NHS Health check, on the 23 Jan i went back to complete my NHS Health check, after Maryam did all the other checks, weight, height, diet etc. she found that there was no cholesterol test results recorded. So now i have to go to Rowley Regis Hospital for another blood test but this will not be until 11 Feb. I don’t know if the cholesterol check is part of the blood sample test and the details not recorded, or if a finger prick test was missed on my first visit, but it may benefit other peoples visits if the reason it was missed was investigated."
· No
· "Health advisors & nurse appt.s always thorough & professional, on time.
· Trying to get a doctor's appt., when ill, over last three years is a problem, sadly. "
· Nothing really
· None 
· Cannot  think of anything  
· Just keep doing what you’re doing 
· Avent a clue
· The appointment was late (15 minutes) which was slightly annoying.
· N/A
· None
· "The situation could have been handled better by using respectful and appropriate language, and by communicating in a way that made me feel supported rather than pressured. Comments such as “when you get bigger” and “pinned down” were unnecessary and made me feel uncomfortable. A more professional and sensitive approach would have been more appropriate.
· I should also have been clearly reassured that the RSV injection was optional and that the decision was entirely mine. Instead of language that implied it was compulsory, the nurse could have explained the benefits and risks calmly and asked whether I wished to proceed.
· As the appointment was for asthma, the focus should have remained on that, with any pregnancy-related discussion introduced respectfully and with my consent. Overall, clearer communication, respect for my autonomy, and a more supportive and patient-centred approach would have made the experience much more positive."
· none l can think of 
· Nothing at all !
· Nothing, thank you 😊 
· Listen 
· Nothing in mind 
· by keeping nearer to appointment times.my appointment was 10 30 didn't go in till 10 55.
· No
· At present nothing comes to mind ."
· As  always very prompt Dr.& Reception staff . Excellent appointment.
· Nothin
· "Gp ,to listen more to moms and be more helpful without the necesity to question ad undermining our thoughts .I did not appreciated being spoken in the format I was spoken to infoent of my child.
· None 
· No improvement needed
Patients Comments and Suggestions Made in the Surgery

Verbal/Suggestion Box – none this month
Via Online Website – none this month

NHS Choices Comments
None this month

WE DID……
The practice discussed these comments and it was highlighted that:
· The majority of the feedback was positive
· There were some comments about improving patient communication and this will be discussed as a group at the next Practice Meeting
