CHURCHVIEW SURGERY

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

Month of: May 2025
YOU SAID……
Friends and Family May 2025
“Overall, how was your experience of our service?”
Very Good 			- 141
Good				- 29
Neither Good nor Poor	- 3
Poor				- 3
Very Poor			- 5
Don’t Know			- 0
Friends and Family Comments (copied exactly word for word):
Very Good
· Professional service 
· Just perfect 
· At last I saw a doctor willing to help me with my condition. I am a new patient.
· "The nurses dress and redress the wound on my leg perfectly.
· Appointment was on time and examination/ referral made instantly
· The Doctor I saw examined me. Explained clearly
· Just brilliant 
· Nurse very helpful 
· On time 
· Under standing and on time 
· Dr Harte as are all doctors and staff are lovely , friendly helpful and take time to listen. The doctors have been though and persistent and have not given up on me ( although I feel I am a nuisance and for that I apologise) and have gotten me diagnosed with a few complaints which I thank them for very much.
· I went in on time the nurse made me feel welcome and was friendly
· NURSE WAS FRIENDLY AND EFFICIENT AND UNDERSTANDING. 
· Treated very well everything explained
· Was seen straight away by the nurse who was kind helpful and professional. 
· Because the doctor listened to me and prescribed the right prescription.
· Great Doctor friendly and understanding 
· I was anxious but the doctor put my mind at rest. 
· Dr grey was very understanding 
· Dr Harte really listened to my concerns, making me feel both heard and taken seriously. She didn’t hesitate to refer me to another service for further investigation. 
· "Service/treatment...including clean-up of wound and re dressing ..same
· Also advice very professional."
· Satisfied 😌 
· On time
· I was anxious about my health but the doctor was very understanding and helped me 
· App. on time the nurse was excellent 
· Nurse was very thourough 
· I m mostly happy with the way I m treated.
· "The service was perfect...as I already told you YESTERDAY ..after the treatment...does no A.I.BOTTTT...read these comments .please  get your system attended to.
· Nurse was friendly & extremely thorough 
· "Appointment on time 
· Happy with outcome "
· Dr Harte was very helpfull thankyou
· Dr very pleasant listen to what I had to say 
· The nurse is very knowledgeable and professional yet very friendly approachable and understanding, which makes it a more of a personal easy going experience, many thanks to her.
· Nurse was first class and appointment time was bang on
· I have no trouble with my doctors always help 
· Clear, empathy, doctor listened to me
· Dr Gray is a fantastic doctor
· Just a good  experience nurse really nice appointment on time.
· Very polite and helpful 
· Prompt efficient service
· I found them very helpful and answered my questions 
· Doctor was very thorough. 
· The staff are very friendly and helpful 
· Always very helpful and give you their time.
· Lizzie was punctual, friendly and reassuring that any problems occurred to get in touch.
· I always have a good experience at my surgery and all the staff are very helpful and the practice nurse I saw whose name was Anna was very lovely and helpful. Thank you so much. 🙏
· Doctor explained really well about why I was there 
· Empathy, Dr listened to us, he was interested in our questions, then answered them.
· Efficiently dealt with. 
· The nurses was amazing. Very reassuring with my son and made us all at ease
· Managed to get same day appointment and the gp was lovely
· Doctor was very helpful and polite.
· I was able to get my son seen on the same day and was seen on his appointment time prescribed medication and asked to contact the surgery to let the doctor know how his medication is working, 
· The Dr, nurses and reception staff are all excellent, supportive and patient focused. 
· I arrived for my appointment. Didnt have to wait to long before I was called in. 
· Polite service quick service
· Was treated very well and all questions were answered
· On time, lovely manner, great explanation 
· Seen doctor on time
· Dr Harte is very good and always sorts me out 
· Everything was handled smoothly.
· Efficient, Friendly and Professional.
· I was seen to quickly and very professionally and was looked after by the nurse.
· The nurse was very efficient,  knowledgeable and understanding
· The doctor was very helpful and kind 
· The nurse lizzy was very polite and thorough and very helpful with my questions. 
· Quick efficient, helpful
· On seeing the doctor, my cray appt came through the next day, everything dealt with in a timely manner
· Appointment on time no waiting very easy and relaxed with marie
· "Verry quick  and easy 
· Only thing was had a reaction to the vaxien "
· Dr Gray was very good and able to talk to him
· Always get good service 
· Friendly and efficient staff 
· Makes everything easier when you come to surgery 
· Empathy, listened to my concerns
· Charming nurse, injection painless
· Very polite and gave me chance to speak to her
· Friendly and thorough 
· I saw Dr Gray and he was very thorough in his assessment 
· It was a pleasure to come the nurse was nice and pleasant to talk to 
· Services are professional and swift
· The staff was polite, very cooperative and listened to what I said
· I feel genuine interest taken by Dr, and positive action taken to investigate symptoms.
· Very pleased with my visit 
· Always very happy with any service I receive from church view surgery, everyone is so lovely 🥰 
· Very friendly made me feel at easemone
· They was helpful 
· Very nice nurse very good service 
· Very professional… painless injection!
· The GP I saw was fantastic, explained everything in detail & listened to everything I sai.
· Becayse was seen 10 minutes earlier than appointment time
· Excellent service 
· Marie looked after me very well. 
· Because it was good 
· I think it's good to look at your test results in more detail and discuss options
· Lovely nurse, put me at ease didn't even feel my B12 shot
· I only came to the surgery for my B12 jab.  The lady I saw was very polite, friendly & listened to the problems I’m having due to the peripheral neuropathy & lymphoedema & has told me to book an appointment with the doctor.
· Marie the nurse is a very nice person made me feel at ease  very happy 
· Pleasant and speedy visit
· Nurse very friendly and good to speak to.p
· Very helpful
· Nurse always , Very pleasant. 
· Very caring nurse
· The Physician was very patient with me and took time to explain what I needed to do.
· Seen ontiime very polite nurse and receptionist
· It was very good in with the nurse and quick and on time thank you 
· The HCA was very helpful with her questions and answer to my questions which gave me confidence in her
· Clear consice and friendly appointment with Doctor Hart 
· I was called at my exact appointment time 
· Excellent service 
· Dr Harte saw me earlier than my appointment she is very good 
· Was treated with great respect and care
· Dr Harte had time to talk to me 
· Delt with consideration 
· Very professional
· Teresa is a good nurse and always treats me with kindness, understanding and compassion 
· I was seen by GP within minutes of my appointment time. The doctor explained all of the medications he prescribed. He made me feel at ease and was very kind.
· Nurse was nice and professional.

Good
· Turned up for my rsv injection on Wed 0930 sent over to the pharmacy so I've had my injection 
· It was difficult to get an appointment with the dr I needed, but when I did it was only a short wait and I was seen at a time suitable to me. Reception staff are friendly and helpful
· Was late 
· All went well
· I arrived in good time and was seen by the doctor just before the appointment time 
· A txt reminder  the day before  is a good idea,  my appointment was on time, 
· Because  you  asked 
· "It was good...
· No"
· Good reception staff
· Waited  30 mins to see doctor 
· Generally welcoming and pleasant staff
· Because service getting better 
· Happy with my experience.
· Better Dr to understand and not rushed and on time.
· Quick and efficient. 
· Although making an appointment is very frustrating the doctor I saw is excellent 
· Nurse was very professional and pleasant 
· Went in on time everything was done in a short time but not hurried 
· "Good because meeting wasn't rushed 
· Felt listened to. "
· Was seen on time

Poor
· "Everything was fine, just that when the nurse gave one of the vaccines shots to my baby, he pushed her hand and the needle made a long and deep scratch. A lot of blood there and the child was in very much pain. She should have told me to hold his hands or herself to hold them. Just to make sure this is not gonna happen. 
· The previous time I went for the 6 months vaccination the another nurse didn’t know how to answer my questions in regards of shots. 
· Don’t get me wrong, the staff are wonderful, they are kind and really nice, I’m not here to complain or anything, just to give an honest feedback and hope that this is not gonna happen again.  They just need to be better trained and examined. "

Very Poor
· "The Dr I saw was not interested in my problem at all. I was made to feel like a inconvenience. 
· Also he seemed not to nocwhat medication I was on,or what I could take."
· Came in to appointment 15 min before my 9.30 appointment waited for one hour and 10 min there  were no patients with the doctor .I came to talk about my tablets and what I need to help with the pain was told that another doctor would have see if i could have them Have been taking them for awhile now, why make an appointment with the doctor if he or she is not going to help still these tablets that I take half a tablet in morning and half on nights please call me to discuss this mater on 07932 461031 many thanks Andy green
· "Iv got a swollen foot and leg,doctor didn't give a toss I felt like I was in the way.
· 4 weeks on I'm still in pain"



Passive
· GP was fantastic but I had to wait 40 minutes past my appointment time and getting an appointment at all was a nightmare 
· I felt I was being rushed in the appointment. 2 ongoing issues were spoken about. I mentioned help with weight loss, what I wanted to say was as I'm dealing with my mom having stage 4 cancer and attend numerous appointments, and do a lot of chores for her, I don't have the time to join a club, or concentrateon cooking. My anxieties are getting worse from this. As I felt the appointment was rushed I couldn't speak k up, I was told if I want weight loss injections to go private. That was it, no discussion on lifestyle, no help, nothing.
	
What could we have done better? 
· Nothing as was perfect 
· Nothing at all"
· Nothing as was perfect 
· Telephone booking for non emergency appointments could be done after 10am. This would allow emergency calls to take priority and it might be easier for non emergency appointments get through and book appointments 
· Had to wait 30 mins
· IN THIS INSTANCE VERY LITTLE. 
· No improvement needed
· Needed to see doctor on Friday and was given an appointment 
· All good thankyou..
· You have to understand the patient's condition as it is.
· Doctor was ok but dont fully listen
· See the CO.MENTS GIVEN A.B.O.V.E..! !!!
· Ok as it was thank you 
· Quicker appointment system
· It would have been better if I didn't have to wait over a week to be able to see the doctor/ get an appointment 
· A g.p who cares would be nice,some one who can look at ur notes before trying to give u something that you carnt have.
· I'm glad to say everything was very good 
· Time  keeping
· The booking system is often broken or offline. My biggest issue is with the Churchview pharmacy. We have now move to another provider due to their constant errors and they always tried to blame the surgery for their mistakes.
· More lady doctors.
· DR Harte was very thorough as she normally is. 
· "We would prefer to be able to order our medications  earlier than three days. (Preferably a week).
· On Sat 17 may, Will realised that he had no more toujeo insulin. So he had to call 111 to have an emergency supply sent to the peak pharmacy. 
· We know the doctors have a policy  on renewing medicine.  But we will appreciate a more lenient approach for us please. 
· Speedier appointments 
· No comments, excellent all round service, THANKYOU 
· Have more appointments available 
· Given me dihydrocodeine I need to manage the pain
· Make sure we are seen on time
· Nothing I'm very happy 
· The tv seemed a bit glitchy when announcing but that wasn’t bad or anything, everything was good. 
· Stick to appointment times
· Listen. 
· Everything was good
· Not at this time
· Nothing on this occasion. My only issue is the difficulty in getting my pain relief on my repeat prescription and I have not had a medication review since joining the surgery 
· Yes put doctors in the surgery not at home making phone calls that can be done in surgery. 
· It would be nice to get an appointment when required, rather than waiting 2/3 weeks
· Everything was good. 
· No my appointment was on time it was a pleasure to come thank you 
· Keep it up and continue to upgrade your services 
· The nurses need better training and examined thoroughly. Thanks.
· Told me I would have a 6 hour wait just to be told what Dr Harte told me .
· On the day everything was fine however making an appointment to see the doctor of your choice is very difficult and frustrating especially if you work full time 
· Nothing as far I am concerned. I am Sandra Guests sister in law and its my phone number but I was with her through out visit. 
· She couldn't have done anything better
· I was satisfied with appointment 
· Nothing better than already doing.
· No couldn't do any better very happy 
· Satisfied 
· I was satisfied and have nothing to add as the service rendered was excellent 
· Never saw a receptionist which would have been nice 
· Just keep doing what you do 
· All ok
· Every thing was to my satisfaction 
· I had to wait quite a while other than that nothing
· "The Dr could of listened to me and may be helpt more.

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 analysed the data we received and were happy with the feedback, the following points were discussed:
· Patients were very happy with members of the clinical team and the treatment they received
· Patients let they were rushed in their appointments and not given time to discuss all of their needs. This has been acknowledged by the practice as unfortunately the GPs are given a specific amount of time to see patients and when patients have a list of issues they have to prioritise the urgent or serious ones first and patients may unfortunately be asked to rebook
· Patients are still not happy with the amount of time they are in the waiting room when clinics run behind, this has been discussed previously and clinical staff will try to keep to the appointment times and reception staff will be informing patients of any delays

