CHURCHVIEW SURGERY

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

Month of: October 2025
YOU SAID……
Friends and Family October 2025
“Overall, how was your experience of our service?”
Very Good 			- 162
Good				- 28
Neither Good nor Poor	- 9
Poor				- 0
Very Poor			- 2
Don’t Know			- 0
Friends and Family Comments (copied exactly word for word):
Very Good
· Polite  professional and friendly 
· Doctor was empathetic and listened to me. Didn't feel rushed.
· The lady who I was speaking to, was very knowledgeable, understanding & helpful...
· Just perfect 
· Treated very well and infection didn't hurt 
· A quick phone call and my problem was solved very efficiently. 
· Fast  response to problems
· Outstanding help from reception and Dr Iftikhar, a really excellent GP.
· Appointment was on time 
· Dr very professional and pleasent.
· I just needed some antibiotics and some steroid tablets and that’s what I’ve got so there was nothing more to be said or done really very well done thank you
· Good service first class
· Very good response from dr  .
· Was seen on time and a good professional service 
· No waiting about straight in and out on my way to work. 
· The process was quick 
· Ok
· On time and very polite 
· Seen on time friendly and efficient staff
· Seen on time and very friendly service
· Positive  reply that may help others. Dr ifticah listened & very pleasant. Always put you at ease and answers your questions politely.
· I always feel welcome and assured by the nurses at my surgery. 
· I thought the service was very quick, I was seen more of less on my appointment time and I feel the Dr's was very helpful and listened to my wants and needs. 
· "The Dr who carried out my DVLA MEDICAL ASSESSMENT, was very reassuring & professional... He really put my nerves at rest, straight away...
· A very productive & good appointment "
· The doctors & staff could not have been more helpful 
· Just always 💯💯💯
· Came for flu jab, in and out quickly, 2 very nice nurses
· Prompt and friendly B12 and Flu jab done.
· Very pleasant and professional 
· On time & professional
· Very nice urse made to feel at ease Very professional and understanding 
· Can always get an appointment and professional service.
· Overall experience from start to finish was very good. 
· Satisfied 
· The woman I saw was very friendly 
· "Listened to me as a patient and showed professionalism 
· Doctor very helpful and did not have to wait.
· Friendly helpful competent staff 
· Went in for my appointment well before time. Dr listened to my reason for visit. Professional, kind and helpful
· Nurse was absolutely amazing Thankyou 
· Friendly nurses who are really invested in my wellbeing 
· Time & treatment very good.noth
· Because always treat me nice an help meneed b able c a docto
· Professional service.
· Appointment was on time and nurse was very thorough 
· No
· Excellent, friendly and swift service. Very person friendly. I feel as though I matter with these people. They are genuine. 
· Great, friendly and efficient service
· I was cared for and listened to with understanding and prompt action from reception and doctor. 
· Nurse was very kind and friendly nothing on this occasion
· Very polite nurse giving injection everything explained 
· Very nice nurse helpful and friendly
· Dr grey has a wonderful bedside manner with my son 
· Good service all round 
· Was treated politely and with respect during visit, nothing went wrong, staff was personable and comforting to talk to.
· Nurse was friendly & very informative. 
· Your service to me as always been very good and always helpfull
· Very pleasant experience  on time receptionist very helpful with my enquiries,Nurse Ajeet very patient with me and was again very helpful with my health concerns 
· Nurse took her time to talk through my history, put me at ease and was brilliant
· "A very understanding & sympathetic GP.. 
· She gave me time to explain my medical problems & didn't rush me at all, which was very reassuring.
· I left the surgery feeling very positive & accomplished, knowing that my concerns & care were moving towards the right direction/people "
· Quick on time and professional 
· Efficient and on time.
· Sympathetic and kind yet pragmatic treatment by Dr Harte as always 
· Appointment was on time and efficiently dealt with by the nurse.
· Friendly efficient and informative 
· Dr heart is amazing 
· Walked straight in for my appointment the doctor i saw was very good
· They listened to me and they got me in straight away
· Receptionists very helpful and friendly. Doctor understanding.
· Straight to the point 
· Called into nurse promptly and very pleasant efficient appointment 
· Marie was very thorough and helpful with any questions I asked. 
· Few minutes late but fitted me in 
· Very good treatment and good service 
· Nurse was very thorough and very helpful 
· Quick, easy
· Could  not have been  treated better 
· First appointment with the nurse and really happy with appointment. Everything was explained well. 
· Dr hart listen to my concern and act upon it 
· Dr.Gray has always given me the best treatment and this time gave me good news.
· Very professional and polite 
· Your staff very helpful and pleasant and
· The diabetic dr was fantastic.  Easy to talk to, and explained everything. 
· Dr grey was thorough
· The nurse was very kind, informative and reassuring 
· It's good to talk certain things out face to face
· Dr. Harte dealt with all my problems & have got an appointment about one of them within a few days of seeing her.
· Really unsterstanding nurses and Dr, who was patient with me as I am a very stressful person 
· First class
· Very happy with the service 
· Very friendly and professional.
· I was called in to see dr on time was really helpful with questions I asked 
· Very good did not wait in and out
· I tend to always see Dr Harte. She is always approachable and easy to talk to, which is really important to me as someone who has a mental illness. She is thorough, understanding and very good at what she does.
· On time,properly explained about medical condition 
· We felt that the staff were very helpful and polite. 
· Ver efficient,timely,professional and caring. I have relatively recently moved to this GP and am extremely impressed with the service provided.
· Doctor was empathetic and I felt listened to.
· Because they saw my problem and dealt with it 
· I was given an appointment time and I was seen almost at that time.
· It was my annual diabetes check up and it was very thorough. 
· Yes.  Staff are  very goodyou are very good. 
· Efficient and caring.
· Had an appointment for smear test what isn’t very pleasant. The lady I saw was very nice chatty and put me at ease . 
· Listened to my concerns
· Nice friendly and timely 
· Very helpful staff 
· On time, very friendly as us
· I was seen by the nurse for my flu injection very promptly.
· I was examined thoroughly with no thought of time.
· Because it was very good everyone was helpful and really nice 
· Friendly staff and appointment on time.
· Made comfortable and explained what was happening 
· Dr Harte is always helpful and informative
· Appointments on time and the Nurse very helpful 
· On time friendly and helpful 
· Service was performed on time, whole process took less than two minutes ! 
· Dr Gray was very thorough answered all our questions and concerns 
· On time, quick and efficient and also informative.
· Dr listened to me and  gave me information on how we were to proceed
· Because it was very good. 
· Professional and courteousnone
· "Not overly fond of needles but the flu jab wasn't too bad .
· Appreciate the early appointment so I don't have to fret about it all day ."
· Your staff were polite at all times 
· Dident wait long , gp was good at explaining my results .
· Assistant nurse was wonderful 
· Couldn’t be better 
· Nurse was extremely efficient and friendly. 
· Nurse practitioner was very helpful and honest 
· Was seen to before appointment time. 
Good
· 0k
· Nurse removed my stitches with minimum fuss and provided a follow up appt. 
· it was ok but 40 minutes late going in 
· The last visit I had at the surgery, the doctor was very helpful and listened to all I had to say. I was called in promptly too! 
· Good efficient service.
· "Polite, direct.
· The Doctor was with he’s very nice and helpful ifeel comfortable with him nnnoth
· Good 
· Didn't wait long.questions answered 
· Lovely nurse 
· Nice doctor 
· It went very smoothly. Really satisfied with how Dr Iftikhar dealt with us. 
· The clinician I saw was friendly, knowledgable and professional but my appointment was 20-25 mins late 
· It was ok  do better
· Very good staff
· Good response to questions askednic
· No
· Didn't  have to wait long.
· Excellent service from the doctor 
· Well I don’t know the out come yet but I v always been happy with your service
· Because  I had no problems 
· No
· I was seen at my appointment time.
Poor
None this month
Very Poor 
· They didn't give me what I mantef
· I let the doctor look at my leg and she agreed with me gave me some medication and if it’s not any better or if the medication doesn’t suit mei have to phone the surgery so everything was discussed couldn’t ask for more
Passive 
· Had a 40 mins wait for a blood pressure check, but the nurse was lovely.
· "As a working person, the 8am scramble is challenging. I know there is a recent agreement changing this but an 8am call for an appointment can often mean no appointment for working people. You are on a train at 8am or you're at work busy already. If you were sick, you'd take a day off and call at 8am and then you have the flexibility to come to an appointment at 08:50. However, if you wanted to book an appointment in advance for something not immediate e.g anxiety, a speech issue, a rash or long term pain, that option has not been there. It's call at 8 for an immediate appointment when you're not off work. 
· You should be able to book a week in advance, so you can plan around commitments. 
· If you were a parent getting kids ready for school 8am is challenging.
· If you were an electrician that works away from home, attending an appointment on the same day by calling at 8am is challenging.
· The appointment booking system should be inclusive for all, not just those that are free. 
· The only way for it to be fully inclusive is allow appointments to also be booked in advance."
· Not seen doctor yet 
· Sometimes it gets confusing 
· Waiting times too long 
· Dr mulyhuddin was ok but got nowhere
· Booking in could be better .
· I had a memory test not a friends and family test
· Because I waited over 2 hours to see the nurse,a I put my details in the checking in system. But no one new

What could we have done better? 
· Only thing was I was late going in but not a problem. 
· Nothing
· Nothing as was perfect 
· I can't think how you could improve the excellent service I received. 
· Kept me more informed of the wait time.
· Nothing really
· No
· N/A
· Nothing, very pleased.
· Nothing 
· Nothing
· Nothing really
· Nothing on this visit 
· No
· No suggestions
· Done
· Nothing, I feel. 
· N/a 
· Nothing 
· There was nothing more than could have done 
· appointment on time 
· Nothing, a swift and efficient service.
· Nothing 
· No completely satisfied 
· Scrap the 8am scramble and allow patients to call at any time during the day and allow appointments to be booked in advance. 
· Nothing
· Nothing all good 
· Nothing 
· Nothing 
· Nothing it was good
· Nothing 
· Nothing 
· Can't think of anything for this visit
· The check in screen wasn’t working on that day
· Nothing on this occasion.
· Don't acuse
· Nothing 
· Need to b able c a doctor sooner some people not always awake at 8.00 after bad night sleep xx
· Be less confusing 
· No
· Nothing. See me when I’m ill 🤧 and give me medicine to manages my health. 
· Nothing. It was perfect
·  Nothing on this occasion 
· Nothing
· To get waiting  time a little nearer to your appointment time I know this can be difficult with emergency etc, 
· Quite happy 
· Nothing springs to mind.
· Nothing 😬👍
· "Just that my daughter's birth date is 28th -May-2018. 
· In.your system it says 30th May . I'd  really appreciate if that can be corrected."
· Nothing
· My appointment was running late and meant I was late for work 
· Restricted??
· Nothing 
· Ok
· NA
· Nothing!
· Nice cup of tea would have been nice 
· Nothing very pleased with how quick I was seen and problem was diagnosed 
· Nothing 
· Nothing
· Waiting about 20mins to be seen could be faster thought they were doing 10 minute slots 
· No problems
· Nothing
· I was waiting 25 minutes,it would be good if you could inform patients if they are going to be waiting over 10 minutes or more.
· None
· None
· It is hard to think of anything being  better 
· Update of running late when booking in. Waited 20 mins after appointment time to be seen. 
· Just try and give appointment to gp more 
· Nothing.
· More available appointments.
· Nothing she was really good 
· Nothing 
· Time keeping 
· Just great 
· All is well no problems for me
· Not really.
· Nothing 
· Non
· Nothing you could have done better for me got antebiotics to clear my chest infection up 
· N/A
· Nothing
· Did have to wait thirty minutes for my appointment 
· Nothing at the moment 
· Nothing 
· No
· Don't know if you could.
· No it was as I said everything was discussed 
· Nothing 
· nowt 
· Nothing 
· I was quite satisfied and don't think you could improve.
· I don’t think you could have done anything better
· No quick appointments
· Absolutely nothing 
· Theres nothing wrong once you get to see the doctor its just the process of getting an appointment is frustrating
· Would have liked to have been informed of any future appointments !
· Everything was fine 
· Don't know
· Nothing 
· Nothing really.
· Nothing 
· Not applicable in thisvinstance 
· Not anything.
· No , all was good .
· Nothing 
· You could not improve 
· No room for improvement 
· From the results of this visit not a lot 
· Nothing 
· Nothing 
· No
· Nothing I can think of.
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 received was positive
· Patients are still unhappy regarding how to book appointments and the wait for appointments, we follow the guidelines set out by NHS England and the system seems to be working for the majority
· It appears that patients are not being informed of delays in appointments when in the waiting room, this will be discussed with staff and going forwards all patients will be informed of any known delays
