CHURCHVIEW SURGERY

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

Month of: September 2025
YOU SAID……
Friends and Family September 2025
“Overall, how was your experience of our service?”
Very Good 			- 119
Good				- 28
Neither Good nor Poor	- 7
Poor				- 1 
Very Poor			- 0
Don’t Know			- 1
Friends and Family Comments (copied exactly word for word):
Very Good
· Well looked after 
· As last time I filled in 
· Went in before time to see the doctor,very good and relaxed experience. 
· Good nurse made me feel ok 
· I found the Nurse very thorough with a friendly attitude, thank you 
· Seen on time and no complaints at all. The staff are so helpful too
· Catherine was very gentle in giving me my injection. 
· Great doctor 
· Resolved my medical issue efficiently
· Didn't have any long wait for appointment or at surgery 
· The nurse was vert thorough she answered all my questions very pleasant and helpfulnothing was too much trouble she put my mind at rest 
· Dr Harte had time for me and listened 
· Got appointment fairly quick
· Because it was very good 
· Good service 
· Doctor was thourogh and efficient and dealt with all my needs 
· Fekt Doctor gray so good to talk to
· Lovely friendly nurse.  Explains everything clearly 
· Nurse is always informative pleasant and reassuring 
· Doctor gray very easy to talk to
· "Service and help was perfect as always
· Doctor gray is so easy to talk to
· Because it's the 
· Very  helpful and considerate 
· Nurse was very helpful 
· Nurse went above and beyond and took the time to help me
· On time and doctor was very friendly and helpful
· Quick to be seen and efficient 
· Very nice and satisfied 
· My issues were dealt with efficiently and effectively 
· Quick and efficient 
· Because I was given an appointment to see the nurse the same day and she was able to help me straight away and put my mind at rest !!
· Seen on time and information on travel vacs I was having
· Excellent nurse 
· "Called in at appointment time.
· MARIE showed care, checked me & gave info so advised me to get Hospital fasting blood test as a little high still. Have done so now. 
· Dealt with a Friendly and Professional Manner 
· Didn’t wait more than 2 minutes, great consultation with a Doctor I had not met before 
· Didnt have to wait long .nurse was polite quick friendly .helpful .
· Appointment was on time and very helpful 
· All questions I had were answered in a most easy way to understand 
· I didn't have to wait long to see Dr and was satisfied with the service. 
· As always excellent experience 
· I didn't have to wait,  nurse was very friendly and made me feel comfortable, no pain with injection 
· Dr grey is brillaint he went through my blood test results properly he didnt rush anything spend over the time he was meant to and I got to discuss other things I need to every doctor should be like this instead of looking at the clock just focusing on the patient hes brillaint 
· The nurse was very professional and caring 
· Very professional 
· Lizzie was a great person to talk to, she was helpful and accommodating ! Even though it was the first time I'd seen her ! Also I was at ease the entire appointment ! Please thank from me ! 
· I felt heard by the Nurse. She had time for me. She developed a care plan for me and arranged a follow up meeting too. I am 1 day in and the medication change is working. I feel so much better. I could have asked for anything more from the GP service. Definitely FIVE STARS. Chris Kemmings
· The nurse was very thorough 
· Appointment on time. Thorough consultation. Clear and open discussion. Instant referral. 
· Excellent treatment and advice
· Excellent advice
· Practice nurse removed staples after surgery, very professional, explained exactly what was going to happen before and during, and kept me talking so was relaxed all while
· Dr Harte was kind and understanding as always.
· Excellent service …..Very helpful 
· Couldn’t fault the doctor we seen. 
· Dr Harte listens to any concerns and talks you through everything
· Doctor was very helpful and interested in my welfare And very communicative 
· Everything was very good 8nn
· Punctual
· staff so nice 
· I was listend to and felt the right action was taken.
· Because I was seen on time and GP was very informative 
· Everything was very good 
· The nurse treated me with dignity and compassion 
· "Service/dressings and advice perfect as always.
· First time with Dr heart and she was very understanding listening to me and not talking over me
· My asthma check was done brilliantly
· Good as normal 9
· Appointment was made easily, check in on arrival was easy and I was able to see the doctor I wanted to see.
· "Very professional good service 👍 
· Appointment on time excellent care as always
· Dr Moyhuddin was  very polite and informative 
· Appointment on time very friendly nurse 
· "I was able to see and speak to my G P"
· Greeted with a smile and the doctor was very good in trying to find out what's wrong
· Appointment was already pre arranged,Went in to see the doctor on time,I seem to be well looked after at this surgery,very pleased.
· Very efficient and friendly staff 
· Appointment was on time.
· Ofcos it was excellent since previous surgery missed vaccines because the kind was crying and couldn’t calm he down to get the shot.
· I just found receptionist helpful and friendly and she got me in to see a dr next day
· The help l got from the Dr was perfect. Thank you.
· Because the Practicing nurse who attended to me was super nice and very informative.
· On time and Doctor Gray  was very helpful 
· Nurse was very good 
· "Dr harte is very professional in her job, she not only sits and listens to her patients she will try and help you instead of fobbing you off or pushing you out of the door because youve been in the room for 5 mins because they can't be bothered or they are just trying to pick faults with the other doctors what they've prescribed before hand. 
· The only thing I will say is I can never get an appointment with Dr Harte but its understandable because she does her job properly we need more women doctors which have the same caring attitude towards their patients as DR Harte does.
· Thankyou DR Harte we need more Doctors like you!! "
· You  was quick 
· Positive experience with Dr Harte who is very thorough and polite. Listened to my issues and completed examination. Moving forward i received a call from dudley xray within hours which was most unexpected therefore grateful. Staff at surgery remain friendly and helpful thank you. 
· I was able to talk about my worries to a Doctor who listened and gave me good advice.I left the surgery feeling positive.
· Every staff member  were very helpful  efficient and polite .
· I wanted to rate the service as excellent, but the only available option was 'very good'. This is because your services were efficient, caring, and professional.
· That’s what I thought
· No issues
· Welcome and doctor was really good and hoped to clear up   the soreon leg 
· Just saying theturth
· Dr Harte is a very approachable, warm yet professional doctor whom I have much respect for, she has been my doctor for many years and has always tried her best to help me with my medical conditions and I trust her completely. 
· It istrue
· Excellent friendly, competent HCA. Gave me very sound advice 
· Dr. listened attentively,  and answered my questions
· My appointment was on time . The nurse made me feel very karm and comfortable too. 
· Doctor very helpful and informative staff very pleasant nothing to much trouble for them 
· "Dr Grey   very good appointment as always 
· Good explaining and and putting me at ease "
· Appointment was on time, dr Iftikar was very good, he listened to all my concerns and was very reassuring. He also explained my by results fully 
· Dr Hart is a fantastic Dr. She always listens and is very approachable and provides excellent care.
· Nurse ,she went through instructions with me ,she asked if I booked my flu jab. I have. Excellent  service
Good
· The nurse was very helpful 
· Friendly, caring
· Very friendly 
· All my questions were answered,also the nurse was polite and friendly . 
· Because it was
· Dr Gray was on time for once..
· Dr was friendly and personable. 
· Same good sevice thank you.nn
· Appointment in time doctor very easy to talk to
· Very thorough 
· Would have been very good but waited nearly an hour .
· It's the 1st time this year iv been and seen a decent dr
· Staff allways good and helpful 
· Not listened to but had somethings explained 
· Important service
· It was just a normal visit to the surgery
· Everything  was explained  regarding the procedure by friendly staff and carried out efficiently. 
· I felt doctor understood my concerns 
· Due to having to wait 20 minutes after my appointment time 
· The HCA was very friendly and informative. 
· No
Poor
· I originally cancelled my appointment by fone but was told i had been a no show which was not true
Very Poor – none this month
Passive 
· Nice friendly staff but was awaiting a while after appointment time
· Technology has to many faults
· I went to see a doctor yesterday and he was really rude towards me no need for that 
· As usual, no empathy from Dr Iftikar. He usually looks down on me for daring to ask any  questions. 
· Had to wait 30 minutes for Dr and didn't tell me anything new. Felt like he didn't know why i was there 
· It proved to be a waste of my time and the doctors time
· That’s how l feel

What could we have done better? 
· Nothing
· Nothing 
· None that I can think of 
· Waiting time
· Nothing 
· An earlier appointment may have been useful.I had to wait 2weeks to see my GP
· None 
· No complaints at all
· Nothing
· She couldn't have done anything better she went through everything 
· Nothing 
· Nothing 
· Not really I was very happy with my treatment 
· None
· Repair technical problems 
· No nothing better
· Nothing
· Nothing 
· Nothing could be done better
· See answer no.2
· Nothing could be done better
· Nothing 
· Nothing 
· Nothing 
· "The system for being called through a half opened window  for the turnaround ser the Dr...was awful..
· Very old fashioned and could not understand a thing the receptionist was saying...
· I only hope this was a temporary arrangement.."
· Nothing 
· Calling me in on time. Waiting room was empty and people had exited consultation rooms. 
· Everything was dealt with well today 
· As above
· I couldn’t fault anything !!
· Nothing 
· More face to face appointments 
· Nothing
· "Nothing all satisfactory.
· Problem is getting doctors appt. When falling ill, as 2 weeks earliest we were told over 3 years now!."
· Nothing 
· Would be better for evening appointments for workers I have to loose 2hrs pay 
· To be able to make appointments in advance rather than having to call on the day to get an appointment 
· I was most satisfied with the  caering attitude I received 
· Nothing at all.
· Nothing 
· N/A
· Closer to appointment time
· Improving waiting time.
· When cancelled put on system was cancelled
· There was absolutely nothing that could of been better ! 
· Nothing. Excellent 
· Better use of the surgery 
· Nothing!
· Nothing
· "Yes Dr Hart has made plans for me to see skin Dr 
· And pepper about my back, the 2 so called Dr u have in there are a wast of space."
· Appointments more readily available on GP website. I never see any
· Nothing. 
· Nothing.  Everything was first class 
· More appointments and better linkage 
· Nothing everything was very good 
· Listen to me and understand my problem by looking at my records
· Waiting times could be shorter
· None
· make sure printers have paper 
· Live dr Heart
· Nothing 
· No
· Nothing 
· See answer #2 above.
· No
· Maybe to be seen on time as I was seen 10 minutes late 
· I can’t think of anything!
· Nothing
· Every thing good
· Nothing thank you
· . Nothing 
· It was late but appointments do sometimes  run over.
· Nothing at all
· None 
· No complaints 
· Nothing really.
· Everything was good 
· No 
· Inform patient why HCA is running late 
· I think you got it right 
· Nothing 
· "Get More women doctors like Dr Harte and her professional caring attitude and a better appointment system in place instead of having to wait weeks to see you own doctor (ie a minor symtom could turn into something serious by then which could  avoidable). The old system we used to have was better stop taking on new patients and concentrate on the patients which you already have. 
· No
· Nothing.
· More appointments available
· Honestly, everything was great.
· Nothing I can think of 
· Nothing
· All.waa taken on board 
· Noththing
· Nothing else could of improved my experience. 
· Nothing 
· Nothing. I was very impressed with my visit
· N/A
· I feel no more needed to have been done 
· Nothing 
· Nothing
· No
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 with the clinical staff getting praised on their kind and caring attitude
· The biggest issue seems to be regarding the number of appointments available and patients not happy to wait two weeks
· Since these results were received care navigation has been introduced so we want to compare the comments from next month to this month to see if appointment availability has improved
