NHS Friend & Family Test: 306 Medical Centre
Monthly Summary: April 2025

Survey Results

Overall: 4 88% B 0% = 3%

Report Summary

Overall, how was your experience of our service?

Very Good Neither Poor Very Poor Don’t Total
Good Good nor Know
Poor
Total 50 13 2 4 2 0 71
o,
(rzzt:('j e/:’j) 70 18 3 6 3 0 100%

What was your overall experience of making an appointment?

Very Good Neither Poor Very Poor Don’t Total

Good Good nor Know
Poor
Total 43 20 3 3 2 0 53
Total % °
(rounded) o 28 4 4 3 0 100%
Overall, how was your What was your overall
experience of our experlence:* of making an
. appointment?
service?
80
80 70
70 60
60 50

20 20
10 . 10 I
0 — | — [ | | -—

Very Good Neither Poor Very Don’t Totals Very Good Neither Poor Very Don’t Totals
Good Good Poor  Know Good Good Poor Know

nor nor

Poor Poor

1|Page



Thematic Analysis of comments

Notes: Thematic analysis covers the most discussed themes by analysing sentence fragments and is not an

exhaustive analysis of all talking points.
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Patient Free Text Comments: Detail

Notes:

1. Free Text Comment received for current reporting month.

2. Classification based on initial response to Q1 rather than content of message.

3. Where consent withheld comment redacted
Overall, how was your
experience of our
service?

Please can you tell us why you gave your answer?

The nurse was excellent with my son and made the vaccination as painless as
possible.

Seen by an amazing doctor Daly, who made me feel at ease. Explained and advised
me accordingly.

It was really helpful and all my questions were answered

everything seemed to work very efficiently. All the staff were friendly and helpful. The
actual consultation was conducted well. Compared with my previous GP surgery, it
was a very good and successful experience.

Very thorough and on time

Everything went smoothly

Very efficient experience and friendly doctor. | felt | was given attention and
appropriate care was administered.

Doctor Rofe was professional and polite and listened

Pleased to book same day appointment, Dr Lim was very helpful but it was quite a
long wait

First of all | was well surprised that | got an appointment on the day | called the
surgery.

Doctor was very good and patient

Excellent help from receptionists as always and from very helpful doctors
Clear, concise , easy to understand

Doctor was very patient and | didn’t feel rushed

wonderful staff
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Experience is always ok.

Neither good nor poor
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The appointment was on time
The surgery is friendly
The GP greeted me warmly and listened to my concerns

Nice Dr Lim listened to me attentively and was sympathetic.

Very nice attentive Doctor

Dr Lim is excellent in his work. | had great experience with him.

Got an appointment within the hour

Excellent service as always

The receptionist was friendly & polite as per usual. The wait of my appointment was
under 10 mins which is good

Administrator just cannot solve some medical issues. Not enough training. She told
me that GP can only see me for 1 issues not 2.

Practice Response — It is usually one problem per appointment as each appointment is
10 minutes. So the advice was correct and administrators are not trained to solve
medical problems, the clinicians are.

Receptionist was exceptionally helpful. Doctor was very thorough.

Making an appointment was reasonably easy and | was seen promptly. The service
generally was good from the people | engaged with.

The doctor was excellent but | found the receptionist | spoke to unhelpful

Professional

The receptionist were pleasant, but the only thing was waiting over an hour to be
seen

| felt the doctor gave a comprehensive assessment of my symptoms and also
addressed my overall health by arranging other tests that were due

Doctor was knowledgeable and dealt with the issue in a supportive manner.
Nurse was excellent as always, a very nice and warm manner that puts the patient at
ease.

Great doctor. Very efficient

"The doctor was great—really listened to what | had to say and gave me some solid
advice that actually made sense for me."

The receptionist and Dr were very understanding and caring.As my mobility is not
good they even helped me.

Everything is fine

Seen early and doctor spent time discussing problem.

Seen 15-20 minutes late, but helpful

Staff were friendly

Everything is fast, without delay

Dr Lin attentive and calm, especially t when | almost kicked his head!

Doctors and receptionist are very pleasant and welcoming

On Monday afternoon at about 15.30 | requested an appointment to see a Doctor as
soon as possible. | was offered an appointment on the same day at 17.20. |

attended my appointment and was given good advice by the Doctor on how | should
manage my condition . | came away from the Surgery feeling a lot less stressed. Am
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most grateful to both the Receptionist on duty and the Doctor for care and
understanding received.

The wait is long.

| was seen without having to wait.
The Dr paid attention to me and my concerns.

Attentive professional GP

Was looked after promptly

Dr Lim is always on point
With the advice he gives

| was seen very quickly and the doctor was great

The doctor smirked at my concern about my son’s height during the appointment which
felt belittling. He immediately said he had no concerns and seemed to dismiss it as
though | was wasting his time. | felt embarrassed and dismissed by the way he was with
me. He also got very close into my son’s personal space- staring at him up close as he
was speaking to him explaining about puberty signs. It made my son feel uncomfortable
and my son laughed in an uncomfortable way as he felt awkward. This is not a complaint
but it is a note that neither of us felt comfortable in that appointment. | have seen that
doctor before and didn’t have that experience last time.

Practice Response — We regret your experience on this occasion and would be happy to
look into your concerns, if you would provide us with specific details by contacting us,
so we can review your concerns and in the least can glean some learning.

Very professional

Dr Daly took time with me and made me feel at ease. She was friendly and helped me
to feel reassured.

Comprehensive, looked at the bigger picture. Including arranging upcoming tests

Doctor was most helpful and understanding and explained how best | could handle
my condition

| was only given a link to a Southwark website. The doctor was dismissive about my
problem and didn't give it the attention it deserved.

Practice Response - We are sorry you feel this way. If you would provide us with specific
details we would be happy to look into your feedback

| missed a phone appointmen. Due to my little dog having a Fit, and got a snotty text

Very thorough and listened to me carefully

The GP was wonderful with my son, kind, patient, informative and reassuring.

| was not informed that clinic is running very late
Practice Response - We regret that you were not informed. Our check-in screen usually
displays the delay and our front desk staff usually inform patients when there is a delay.

The doctor was very prompt and very helpful, gave me due time for the diagnosis and
assessment.

Waited 45mins with my toddler past her bedtime to see GP, got no information on
what was wrong with her, sent images the next day and still haven’t heard anything.
Practice Response — We regret when our surgery runs late, usually these delays are
unforeseen with patients with complex needs needing more time. Your feedback states
that you did not hear from us but this is likely because we have forwarded the images
to a specialist for review and may not have heard from them yet. This should have been
explained to you and seems quite unusual for our service. We would be happy to look
into your concerns if you provide us with some specifics so we can identify you to
understand what happened in your situation.

Experience always good




What was your
overall experience of
making an
appointment?
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Doctor was very patient abs listening to me, answered my question abt prescribed
my medication to help me with my arthritis

Running 40 mins late so had to cancel the appointment (for a 8 month old) as Fred
was due lunch and then a nap

Practice Response — We regret when our surgery runs late, usually these delays are
unforeseen with patients with complex needs needing more time or clinically urgent
cases

The doctor was 1 hour and 20 minutes late for my appointment.

Practice Response — We regret when our surgery runs late, usually these delays are
unforeseen with patients with complex needs needing more time or clinically urgent
cases.

Please can you tell us why you gave your answer?

It was very easy to book online and the receptionist was very understanding when |
had to change the appointment time and date.

It was easy for me to get my preferred appointment

We had to rebook with a doctor instead of the nurse, not sure if this can be clearer
somehow

Previous GP surgery made getting an appointment, a minefield of apps and
obstructions. Here it couldn’t have been more the opposite enormous improvement.

| got a next day appointment

| was unable to book a time that | wanted but after describing my symptoms on the
nhs app, | got a call back to be see. Immediately.

Efficient contact to practice by telephone

Phone answered promptly and immediate understanding of my problem to give same
day appointment

It usually takes a few days before getting an appointment.

We got an appointment on the same day at short notice

Because receptionists will listen and be very helpful if you need to see a doctor
urgently

Please see question 3 Reply

Got an appointment quite fast

Dr Rolfe is a great doctor

Always a good service

Easy to make an appointment

| was well please with on the overall service of the surgery

Very pleased with the service from the surgery .

| never have any bad experiences at the surgery

The wait for the receptionist to answer the call was a little longer than usual but | was
able to get an appointment via a cancellation

She wants me to cancel this appointment and rebook because | have 2 issues to
discuss. Even though that | told her this is urgent. She decide to make a poor
judgement that further affects me not attending the appointment due to mobility
issues.




Neither good nor poor
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Practice Response — We regret your experience and would be happy to look into your
feedback if you would contact us with specifics. We will reflect on your feedback.

My daughter went to pick up a form for me and asked for an appointment for me.
Immediately receptionist said there was a cancellation.

| didn’t have to wait long to speak to someone on the phone and was able to get an
appointment without having to wait too long.

It took a long time to find an appointment - the receptionist was frosty and
unapproachable

The receptionist was professional

On phoning up in no time the phone was answered | received a date

Able to book an appointment that wasn’t urgent and reminders prior to the
appointment helped

Over phone. Office were kind

| booked with 3 weeks of advance

| was given an appointment in a few days

| had to wait two weeks for an appointment

| give my response for the attention that Dr Chawdhery gave me | don’t know if |
wrote her name correctly | only know that she is an excellent doctor. It is evident that
she treated me very very well | felt at home thank you so much for the attention at
the centre thank you

| wish there was a way to book face to face appointments, and a way to see
appointments made

Upon speaking to the doctor he book me in for an appointment the same time.

Appointment was booked upon speaking to Gp

Everyone is very attentive and friendly.

See above.

| was able to see a doctor on the same day, when making a appointment.

| always get an answer

Please see comments above.

Easy to book in (albeit appointment was 3 weeks after my call)

| didn't have a long wait

Experience was good. Appointment was a bit far out but can’t be helped.

I’'ve been going there for years
So it just feels like an extension of my family

The receptionist | spoke to at the time was helpful, friendly and noted my request to
see a female doctor.

No problems

Was able to obtain an appointment on the same day due to a cancellation.
Receptionist on duty was very helpful and understanding.




Initially | booked a telephone appointment only to find out it was an in person
appointment. Luckily a male receptionist was able to reschedule it for the next day
Practice Response — This seems unusual as online appointments are usually
telephone/video for GPs and can only be converted to face-to face on patient request
but nurse appointments are all face-to face only.

Straightforward with the nhs app

| was given an appointment for me the following day.

Neither good nor poor | Cannot recall

The appointments are being given out too late. 15 days wait time for an appointment
is not good and there should some strategy change to give same or next day
appointments. For example, Herne Hill Group Practice tries to give same day
appointments.

Practice Response — Hope you will appreciate the pressures in general practice. We
provide our patients with the opportunity to book 4 weeks in advance with more
appointments released every 7, 5, 3, 2, 1 days ahead to avoid on the day 8am queues.
Sometimes wait times may increase due to unforeseen situations and we compare very
favourably amongst all local practices and are commended for our patient access,
particularly as all practices are now going down the full online triage model.

Neither good nor poor | N/a

| never have a problem getting an appointment

My appointment was quick that was convenient for me

Had to phone - it should be possible to book online for children

Practice Response — |t is possible to book online for children if you avail proxy access
for your child.

| was on time for my appointment. | waited well over 1 hour to see the doctor.

We will reflect on any constructive feedback outlined below where practicable, to ensure we continuously
improve your experience at the surgery. Thank you for your feedback.

Nothing to mind at the moment

Not much, we are though still waiting for St Thomas’ referral but that’s not to do with 306
very small point, but too much signage and notices everywhere in the Surgery. Is 10 at least! It’s the law of
diminishing returns | suspect. | had no criticism of anything else.

Nothing. | love my doctor surgery!

It was all good

A shorter than 25 minute wait would have been better

If patients do not have to wait days for an appointment.

Not applicable

Cannot think of anything

Have a cappuccino machine!! (I love my coffee.). Rest assured you are a great practice all round xx

nothing
Nothing
| have no complaints of the surgery at the moment .

Stop having telephone appointments

Don’t. Change anything

Prioritise patients with extreme medical needs

Not really.
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The doctor | saw could have made more eye contact in general and especially at the beginning of the
appointment.

Ask frontline staff to improve their communication skills - they’re a little bit “computer says no’

The waiting room can be better

Not wanting so long to be seen

No - after dealing with another doctors surgery for a friend, it makes me aware of how efficient 306 is. Thank
You

Reduce the long term

It could not have been any better

8|Page



