CHURCHVIEW SURGERY

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

Month of: June 2025
YOU SAID……
Friends and Family June 2025
“Overall, how was your experience of our service?”
Very Good 			- 118
Good				- 32
Neither Good nor Poor	- 0
Poor				- 4
Very Poor			- 4
Don’t Know			- 1
Friends and Family Comments (copied exactly word for word):
Very Good
· Friendlies and helpfulness and the quality of care
· Catherine looked after me very good. 
· DR GRAY VERY GOOD AS NORMAL 
· Quick and friendly service 
· The reception was warn.
· Efficent
· Encouragement, advice and good reception recieved. 
· As always any and all service in surgery are professionally carried out. In a very pleasant manor .
· That’s what I thought
· Appointment on time, nurse was clear and explained things well.
· I was seen on time
· The Nurse who gave me my Diabetic check was very helpful and gave good advice. 
· On time for appointment 
· All my queries were answered particularly well thank
· Lizzie was very easy to talk to and we went through everything step by step and she was very supportive and exceptionally helpful. 
· I had missed my appointment (all my own fault) on the morning and Dr Harte rang me back,  She is always so very kind and helpful 
· Doctor Harte listened to my concern and said she would help. I am very grateful. 
· "Service with a smile.
· As always
· It was very good
· All medical staff I have seen over the last few weeks  are friendly and informative and take the greatest care 
· Lizzie is very pressional and explains everything.  I have had success in the past with her with my health.  I feel relaxed and open with her.
· She listens to what you say comes up with what you need also tells you if you don’t need you always know where you are I like that 
· Efficent
· Everyone was very friendly and made you feel an ease 
· Nurse  was very thorough very polite and friendly
· Was seen on time
· Doctor always great listening ear 
· A good homely feeling in waiting room 😀
· Catherine has been looking after me really well. 
· Doctor hart was very good 
· Staff went above and beyond to sort out a prompt appointment with the nurse. 
· Doctor was very pleasant and listened to my problem 
· Excellent staff and service
· I am very pleased with .my recent visit and phone call from the Doctor
· Problem dealt with
· I was seen promptly and the nurse was kind and professional 
· Problem sorted by fantastic reception staff.In general the staff have a lot to deal with,but they do so well.i havnt had a negative attitude or problem that can't be sorted with good manners & politeness. 
· The nurse that I saw was very nice. She answered all my questions, took my blood pressure and did my weight. She asked me questions about my situation and I felt quite reassured. Thank you. 
· I was seen well before the appointment time as id arrived a little early, doctor was understanding and very helpful, the receptionist was warm friendly and helpful.
· "We were treated very well 
· Because it was
· On time very helpful
· Prompt service. I was out before my appointment time 
· Was pleased with my treatment
· Didn't have to wait.
· Check in OK no problems Nurse was very pleasant and nice to talk to so overall it was a pleasure to attend my thanks 
· On time and very efficient 
· The nurse was sociable
· Very pleased with 
· The nurse's hospitality was great and service was quick 
· Very  pleased  with  staff  and  doctors 
· Dr iftikar sorted my inhalers out and he's very reassuring nothing 
· Excellent service, receptionists working hard sometimes with very difficult patients.
· Helpful, changing some medication & stopping one more.
· Superb efficiency  at reception with advice and immediate attention when I explained why I wanted to see a  doctor. The member of staff considered this to not be delayed.
· Seen quickly.  Dealt with effectively.
· Nurse was excellent and the young girl on the reception was very helpfull. 
· Brilliant service 
· Very professional can't do enough.
· Nurse very efficient polite and treated me with respect 
· Nurse very good gentle efficient 
· Marie was very good doing my carers check up.
· Doctor Grey did very thorough examination and explained everything in way I could understand 
· I was given time and things explained fully
· Always polite
· Service by  nurse was excellent as always.
· Appointment on time pleasant nurse.
· Very friendly helpful 
· GP was friendly and very understanding of my situation (bereavement-mum and husband.)
· Dr Heart is very helpful with all my conditions.
· Very good 
· Good communication its lovely. 
· Very efficient 
· It's a lovely communicating.
· Two consecutive apps. both completed in half an hour excellent
· Been trying to get my knee's sorted out for years and at last the doctor listened to me and referring me for orthopaedic consultation. 
· Every thing explained 
· Very friendly and helpful
· Appointment was with physician associate and she was very good. Also spoke with Doctor Iftikah ( not arranged) who took time to speak to talk to us and show genuine interest in our circumstances.
· Just very thorough 
· The nurse was very caring and attentive 
· The nurse did the injection really good and also saw my skin infection wasn’t getting better and arrange on the day for me to see the GP, which was so good and I was then prescribed antibiotics tablets. 
· Very professional and helpful 
· No waiting nurse very professional.
· Went in before my time,quickl and simple 
· The GP was very helpful & reassuring 
· Saw doctor on time 
· Pleasant, informative nurse.
· Always a good service, and no long waiting times.
· "The nurse was very friendly which makes everything easy answering question etc
· They am always good to me
· On time and Marie Rushton was professional and friendly. 
· "The service was as always very professional
· Very friendly and helpful."
· Went in on time 
· I was seen by the nurse very quickly. The staff (nurse and receptionist) were very pleasant and helpful. 
· Very caring polite people 
· Nurse was very helpful 
· Diabetes nurse very polite and informative 
· I've not got a problem  and always willing to help
· Polite response. Questions answered.
· Doctor and reception staff were very friendly and helped me keep my appointment when I called to say I was running late 
· The clinician was friendly and efficient. The  young lady on reception was also very helpful.
· Was excellent 
· Very thorough and professional 
· Everyone that l have had contact with have been very  professional  and understanding. 
· You have brilliant, friendly caring staff working at Churchview. Thank you. 
· I always have good appointments with Teresa . She's very empathetic
· Dr Ifitakar always thorough and attentive to mom's needs. Listens and prescribes accordingly. Really excellent Dr 
· Very good service from GP
Good
· It was right 
· Well dr referred me to ENT but I felt he was to busy to listen to me entirely.
· Waiting for everything to fall into place 
· Nurse very friendly and helpful with questions 
· 25 mins late on apptment
· That’s what I thought at the timeii
· My operation was done quickly 
· Not much info about my condition given to me
· "Medication was on time.
· There was a massive wait to be seen, but the nurse explained there was an IT issue. The nurse was very friendly and calming presence put me at ease during the visit. 
· Was pleased was ok thanks would be better if I didn’t have wait 2 weeks to get an appointment 
· Reception  (Megan) always good polite .helpful.  pleasent 
· Said what I asked  about.
· Very good time not waiting  long 
· Nurse was polite knowledgeable pleasant  
· Did what I wanted to hear
· All good 👍 👌 n
· Not sure concluded. 
· The GP appt was really helpful
· Doctor was pleasant and thorough
· The Doctor change my inhaler and hope for the best 
· Dr was very helpful and considerate
· How I felt
· Nurse was very kind and friendly, answered all my questions:)
· Homely surgery, no rushing 
· Everyone am good when you get appointment they make sure you are ok
· Good staff . Polite and helpful 
· They were friendly
Poor
· Arrive at my 4.30 app for a smear that I already had to wait weeks for to then be cancelled when I get there because system was down
· "I had a fight on my hands to get antibiotics for my leg.
· Also all the g.ps want to do at church vew is to send you to r/h hospital. 
· Not seen by gp until 45 minutes after appointment time, even though it was an 0845 appointment. Have waited more than an hour on previous occasions
· I had to fight to get antibiotics as Dr iftikar wanted me to go to hospital, even though I'd been the week before with 111

Very Poor
· Doctor was running 1 hour 45 mins behind on a booked appointment we had to seek medical advice elsewhere 
· Because you gave appointment and I didn't get seen till hour and half later 
· 45 minutes late appointment. Walked in for 30 seconds dr gray showed no interest in the reason we was there. He didn’t ask about any further symptoms my son was experiencing.
· Saw a doctor today after problems with high blood pressure which was first recorded on 10 th April.  Could not get an appointment after trying on the 8am call service for 3 weeks. Partner had to visit reception window 4 times before I got this appointment today.

Passive
· I didn't visit i had no appointment
	
What could we have done better? 
· More on time 
· Make sure your doctors are in the surgery and keep to appointment times and make your patients don't have to sit and wait it is disgusting and wrong 
· Not sure to be honest the staff are all nice and helpful there
· The waiting time was long. 
· Nothing at present . Thanks to all members of staff . 
· I can’t think of anything
· On this occasion I don't think anything.
· Not a thing thanks. 
· All good no problems
· Nothing
· No. everything was fine
· Nothing to complain about
· More staff shorter appt time.
· I can’t think of anything
· Your name and room number you need to go to could be displayed for a little longer as by the time you've noticed you're being call d it has disappeared off the screen
· Nothing really everything was covered 
· None
· Listen to the parents who know that something isn’t right 
· Have a wheelchair at the surgery. 
· I don't think there is thankyou
· Nothing.service was perfect
· Everything!!  Pre booked appointments that are non urgent should be able to be booked a little in advance. Dates need to be available for this type of requirement. 
· No problems in my experience. 
· I booking system online for appointments is a faff 
· Try rectify your telephone at the reception 
· Waiting time to see doctor could inprove
· Let me know sooner before I got there and also get me in sooner as now have to wait till the end of the month 
· Better communication with regards to the wait
· Straight in straight out 
· "New g.p who know what thay are doing would  be good.
· I'd been given cetraben cream What I should of had was fucibet cream.
· Iv been in pain with my leg for 6 weeks.
· Make it easier to get an appointment I have got to wait until July for a blood test This is the first available time It would have been far easier to have given blood at the time of my appointment 
· No very happy 
· More and quicker  appointments 
· Nothing  at all  
· Nothing he could have done better 
· All good
· Nothing at all. Thank you.
· Nothing could have been dealt with any better.
· The signing in machine could do with an update. 
· difficult to book appointment on the app 
· Be able to get appointments with her easier.
· Have a nice day.its anything good relation 
· Nice always monitor patients 
· Can't think of anything.
· Doctor was brilliant and couldn't have done any more
· Keep appointments to time, some people have to take time out of work to attend and it’s frustrating when you can be sat waiting for over an hour. At least have some way of showing what wait times are and when people can expect to be seen. 
· All good thanks
· Don't think you need to do anything just keep it  simple so patients understand 
· Well for a start if I could of had a appointment in first place I would not of had to ring 111
· No very happy with our treatment 
· Was happy with visit
· I was missed a call about my blood test results and had to follow up myself. Everyone v helpful once they knew and seen next day. 
· No, show above and beyond kindness  
· Can't think of anything
· All went well 
· No faults what so ever on this visit, thank you 😊
· Nothing very happy with my treatment 
· Not really it is what it is you see who you need to see they sort you out if they can 
· Everything was fine 
· More and faster appointments 
· Be on time when you've got an appointment you moan if we are late 
· Nothing as perfect
· Nothing at the present time.0
· Be useful if they have a Feno machine for asthma check 

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 nursing team have received a high volume of positive feedback in this months friends and family – congratulations
· The patients are happy with the service they are receiving from the reception staff and have highlighted how hard they are working – well done
· Patients are not happy with the appointment system, they want more appointments available and shorted waiting times with the option to be able to book further in advance, unfortunately this is an ongoing problem that we are constantly trying to improve on but we do not have the capacity at the current time to increase appointment numbers.

