CHURCHVIEW SURGERY

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

Month of: July 2025
YOU SAID……
Friends and Family July 2025
“Overall, how was your experience of our service?”
Very Good 			- 164
Good				- 40
Neither Good nor Poor	- 7
Poor				- 1
Very Poor			- 2
Don’t Know			- 0
Friends and Family Comments (copied exactly word for word):
Very Good
· "As always I cannot fault anything with reception,  nurses or in my case Doctor Gray.
· He is brilliant."
· Going to investigate before offering medication 
· "As always..service was perfect..thank you.
· Very efficient, helpful and friendly 
· Anna was very efficient very kind in her approach and very professional 
· Provided answers to my questions thanks to Marie, nurse 
· No waiting to see my GP,  he gave me all clear information regarding my tests. 
· The nurse was very good with information and  chasing up appointments 
· Everything was sorted 
· Got sorted out quick with referral 
· I was booked in with Theresa she was lovely & listened to my concerns, also included my children.
· "Very good 👍 
· Lizzie is a lovely professional woman and has helped get me healthier.
· I didn’t have to wait around I was bit early for my appointment but was called in
· Had answers to questions 
· All the staff and GP are really helpful and friendly every time I've I've had to go.
· Lizzie is a delight and very friendly 
· The diabetes nurse was very thorough in what she did and polite in her conversations on how to manage the illness 
· Because dr was very understanding
· Dr Iftakhar always listen to you, gives you options & is very through, pleasant & puts you at your ease 
· Knowledgeable pleasant and friendly nurse 
· Doctor explained what the blood results indicated and prescribed accordingly
· The nurse I see is always very helpful 
· I waited only 5 minutes to be seen even though I was early for my appointment. The staff were all very polite. GP was kind and I felt listened to.
· We went through a couple of things and it was sorted 
· Very helpful nothing to much.
· The nurse was very friendly & gentle giving the injection 
· Dr Harte is very good, have known her for years now and she knows her job 
· Straight in Straight out
· Appointment  was on time. Nurse was brilliant, told me exactly what she was doing and was very pleasant 
· Professional as always and thorough 
· "Perfect service.very helpful
· As always .thank you"
· Nice friendly person
· Dr gray always treats me well 
· Because could not fault everything went well politeness, went in on time 
· No comment 
· Staff was very helpful ev
· Good service from staff
· Because my doctor was very nice he explained everything I needed to know he didn’t make me feel like a burden as some do overall he was awesome 
· The response I have received has been swift and without delay. I could not have wished for better. 
· The doctor I visited was very helpful and reassuring the receptionist was also helpful and friendly   
· Very helpful
· Very helpful and sufficient service 
· She was sociable 
· My questions were answered 
· I was called into see dr within e0 seconds he was very thorough
· Dr Grey answered all my questions very clearly and is arranging for further tests to be done to sort out all my problems
· The Doctor listened to my concerns and responded with confidence and efficiency.
· Lizzie was amazing.  So reassuring and accommodating to my needs and I completely trust her. 
· Very friendly very approachable and very professional. 
· Nurse was very professional and friendly. 
· Dr. Grey answered all my questions and is in the process of solving my problems.
· She was compassionate and understanding 
· "Service  was as always perfect
· Nurse very professional.no problem at all.
· Thorough and professional.
· Dr iftikar is alwayz jolly and friendly… 
· Dr ifticar is super efficient .
· Nurse very professional, friendly and helpful
· Dr Harte professional, welcoming and empathetic as always
· Everything was explained clearly to me 
· Went in on time for my appointment. Nurse was very friendly and attentive knew everything about my circumstances and was very caring. 
· Service excellent
· Excellent
· Seen on time and professional 
· Helped with the situation, gave a thorough examination and gave me advice on my daughters situation
· Surgery Receptionist and Dr Hart went out of there way to respond to my call for help with my wife 
· Everyone is always helpful and polite which means such a lot 
· On time very polite and everything was perfect 
· Put me at ease answered questions very polite 
· Nurse was friendly 
· The nurses who did my treatment were very helpful and understanding 
· Nurse Rushton is always so kind and friendly. Never hurries you, and explains everything clearly 
· Appointment on time, treatment fine.j
· Friendly, helpful
· My wife and l have recently joined the practice. We are impressed with way that we have been treated so far. This not only the Doctors but all of the staff that we have any dealings with.
· Friendly and very helpful receptionist got me an appointment for that evening
· Great friendly, reassuring service
· I was in the nurses room having my copd check and I asked if she could do my smear save coming back and she did 
· Dr Harte is easy to talk to and explains everything very well
· Megan Teresa and Lizzie always go above and beyond,  they are always extremely helpful, and we are eternally grateful 
· Great appointment prompt and friendly. 
· Made me feel at ease 
· Very good diabetic check with the nurse. Very professional 
· Appointment on time, polite service and results explained fully 
· As I was there I asked if she could do my smear at the same time and she did saved me going back x
· Receptionist answered all my questions.
· Professional service 
· Because it is just an amazing pleasant experience 
· Dr explained everything to me about my results happy how I was treated 
· Very informative appointment 
· Cath always provides excellent service
· Great staff, really supportive and informative. 
· Dr Harte put me at ease, she listened to what I had to say didn't rush me was kind considerate. I am so glad that I picked church view to transfer to.
· Great
· Professional throughout
· Very expert helpful as usual.
· "Expert help as always
· Never have no trouble
· Dr very helpful  gave me good consultation very helpful 
· Excellent care from Dr grey and other staff that helped me on reception perfect could not ask for more off receptionist or Dr grey
· Excellent service
· Always first rate no problems  couldn't want for more 
· Very good 
· Had phone from Joshua about mental health on Monday 21st caring and helpful. Also face to face with nurse regarding inhalers copd etc on wed 23rd July. Caring and helpful. Brilliant setvice. 
· On time every thing explained 
· I saw a really lovely lady(not sure of her name)but she was very thorough with my health check regarding blood sugar.
· The staff were very friendly, polite and caring.
· They were very cary polite and efficient 
· "Excellent staff at Churchview surgery, in particular Lizzie and Theresa. 
· Thank you. "
· My daughter had her pre-school boosters and the nurse was very good with her
· Got to see the doctor I wanted to , excellent service 
· Friendly and efficient 
· 9:30 appt  and called in almost immediately.
· BP dealt with
· Had some extra infomation/
· Good 
· Dr Gray was very good and saw me quickly re my low blood pressure change my medication and gave me a follow up 
· The nurse was very thorough and checked everything regarding my asthma and copd 
· Because its a welll run surgery  & Thank you!!
· Because it was the best answer 
· I have received swift, positive action. Appointments, referrals arranged in less than a week of seeing my Doctor. I feel safe in your care. Brilliant service and support. 
· I was seen on time, Dr Iftikar is always very helpful, and cheery. It makes going to the doctors much less daunting.
· Appointment was on time
· "Appointment on time and the Health Care Assistant was very professional and answered any of my queries.
· She also gave me updated information relating to my up and coming scheduled blood tests at hospital."
· I felt listened to and everything was explained to me 
· Everything fine
· Marie was charming and efficient as always. She explained everything clearly and outlined a credible treatment plan. It was pleasing that Katherine also showed an interest.
· Good service 
· Dr was thorough and spent time explaining medication
· "Understanding. Knew my problem and gave good advise
· Understood my problem and gave good advise
· "Good explanation of illness
· Not rushed "
· Everything explained to me 
· Offered  good support 
· The doctor listened and advised me of medication 
· Staff very pleasant and helpful 
· The service was perfect as always.
· Helpful kind caring 
· Asked what was needed and got on with it
· A quick  answering service. Thank you.
· Dr Harte is always very happy to help with problems and just a all round fantastic doctor 
· "She's always really empathetic
· Appointment went well .Thank you.!!
· On time, gave me test results and a suggested way forward 
· my treatment was first class
Good
· Doctor listened and felt with my problem 
· Visit as expected, friendly and helpful 
· All good
· Ok
· Prepared to listen and understand 
· Good surgery
· The doctor checked me OK but was not sure what the hospital meant about water flow 
· HCA process works, just everything else is disjointed and difficult
· Appointment  was on time  no waiting  
· Because I managed to see a Doctor
· Ok
· The questions was easy to answer and easy to understand 
· "It was nice to go in and and go in with out having to wate.
· And nurse was very nice and friendly "
· The service was good that’s y I give my answers 
· I was seen at the appointment time. 
· "15 mins late starting as I think prior appt overran
· Otherwise very polite, kind and professional "
· Not on time but not as late as some people’s appointments 
· No
· Sat in sn empty waiting room way past the appointment YOU  gave me...
· I was served well with both reception and doctors 
· Not got to wait long
· No
· No
· Dr Gery good as per normal.o
· No
· Great service provider
Poor
· A baby is too small to receive or get injected
Very Poor
· "Dr Gray…. 
· My 11 yr old daughter had an appointment with him and I was present as her father. He not once made eye contact, he was dismissive and borderline rude. 
· My daughter has adhd, and it was difficult enough to get her into the surgery. Next time might be an impossibly."
· doctor was rude and dismissive and clearly didnt take notes at a previous appointment making me seem like a liar, kept calling me 'big' and bringing up my weight acting as if I haven't been to him before about it and he dismissed me telling me to go to a make beleive website which he told me in my recent appointment he actually needed to refer me to it, I could've gotten help, I could've already been seeing someone, I was and am so desperate as nothings working and he knew this I distinctly told him if I could rate it lower I would
Passive
· appointment booked was cancelled 
· I was kept waiting for 25 mins due to an emergency 
· "I should have had underarm infection treated weeks ago. But it was brushed aside
·  Now being treated, because I went to the hub practice, to be checked. Then,  received anti bacterial creams treatment"
What could we have done better? 
· Nothing could be better.
· Nothing.
· Everything OK on this visit 
· I can't see how she could do more
· Air con or fans .. the waiting room temperature and humidity was ridiculous 
· Nothing
· N/A
· All good 
· Iv never really had any problems so I’m happy 
· More appointments 
· No
· Everything was fine
· N/A
· Nothing 
· Nothing
· Can't think of anything.
· None
· Nothing it was a very satisfactory consultation 
· "I don’t think this is a surgery issue, more a Dr Gray issue.
· From reception to the other Drs the service is really good, it’s just this one incident that lets the whole thing down."
· More speedy appointments 
· No , all on time just need to ask when dr Harte thinks I could have it seen to forget to ask when I was present 
· Nothing..see above.
· No
· None 
· None 
· Nothing 
· No comment 
· Everything was fine
· Nothing
· Nothing he was great 
· I honestly don’t think you response could have been better. 
· I had a positive experience on my visit 
· Nothing 
· Keep me updated on what was happening instead of me sitting waiting not knowing what was going on 
· Na
· This visit was fine - booked on last visit, reminders and done online but this is part of wider treatment, which isn't so easy.
· Not a thing.
· Given details on Brook referral ie. Web details or contact number 
· Nothing really  this time 
· N/A
· Waiting time
· Nothing
· All good
· Nothing I can think of thank you
· Not a thing
· Nothing
· See answer no.2.
· No
· Ok
· Keep  the time on time
· Checked my arms properly,  the first time
· "May be given me the results there and then
· Nothing it’s fine
· Nothing 
· Can't think of anything 
· Nothing 
· Nothing
· Nothing
· Nothing this time 
· N/a
· Nothing 
· Nothing 
· Nothing 
· Nothing 
· "Judged on this visit, nothing 
· I accept that late appointments are sometimes unavoidable 
· Everything  is fine.
· Very helpful it could'nt have gone any better
· Yes could of been called in sooner as if we late we have to rebook but I had to wait over half hour for them to call me and there was no one in the room at the time 
· No
· Keep on time
· Nothing 
· No experience was good 
· My appointment was over half hr late if I had of been five minutes late late I wouldn’t of been seen 
· N/a
· Nothing 
· Shake up of appointment times and allocations. I don't understand how I can wait past my allocated time in an empty surgery? 
· You should work on appointment dates 
· Nothing
· Nothing.
· No
· I did have to wait 15 minutes after my appointment time so you could improve on this 
· See Answer #2
· Nothing
· Nothing
· Change method of service if possible 
· Nothing
· Friendly service and lovely doctor 
· Nothing 
· Nothing
· Is hard to think how it can be improved 
· literally everything ur staff are horrible 
· Nothing I can think of 
· Nothing 
· Nothing
· N/a, there isn't anything :)
· Given me a new neck! 
· Nothing 
· Nothing 
· No all was excellent
· She couldn't have done anything better very pleased with her 
· Nothing 
· "Tea and a biscuit in the waiting room. 
· The care and support I have received from your practice could not be improved upon. "
· Nothing.
· None
· No
· Could not have done anything better 
· Offer more appointments cause when people call at 9 you are always about 30 in front  get E yra drs
· Not a complaint but appointment was late
· No
· No
· Nothing
· Can't think of anything 
· Waiting time was poor
· O. K.
· Not a thing 
· See answe no.2. above
· None
· No
· Nothing
· No ! 
· Nothing 
· Not a thing ¡
· Nothing comes to mind
· mt treatment was first class, thank you all
Patients Comments and Suggestions Made in the Surgery
Verbal/Suggestion Box – 
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 this month was really positive with all staff being praised
· Patients still do not likes the wait for appointments but unfortunately this is not something that the surgery can change and from the audits we have done the system we are currently employing seems to be working
· The majority of patients do not want us to change anything ad are satisfied with the service the surgery is offering.

