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Survey Results
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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 41 5 0 3 0 0 49
o,
(rmt:é e/;) 84 10 0 6 0 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 39 8 1 0 1 0 49
Total % °
(rounded) 80 16 2 0 2 0 100%
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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.

Overall, how was your experience of What was your overall experience of
our service? making an appointment?
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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 Please can you tell us why you gave your answer?
service?

The doctor was 1 hour and 20 minutes late for my appointment.
*Practice Response: e regret your experience, and whilst we strive to run on time
sometimes complex situations arise with patients who may need more time.

Dr CHAWDHERY is excellent. Very competent and kind in her approach. Listens to all
concerns and advises very well.

The doctor listened to me, was patient and thorough with my concerns. The
receptionist was polite over the phone and efficient at getting me an appointment.

Dr.Lim went above and beyond in assisting us with our babies antibiotics.

Nurse Amber best nurse ever, she listens, takes interest in my medical needs, very
sympathetic . Thank you nurse Amber Dr Lim, not sure if | wrote his name correctly .
Excellent Dr.

| was 5 minutes late for an appointment for an 8 month old baby and was rebooked
for 2 weeks' time. This appointment was itself a rebooking of an appointment that |
had to move as you were running 38 minutes late.

*Practice Response: We regret your experience, but to ensure some semblance of
order we have lateness policy which is equitably applied to all patients. Our surgery
runs late as some patients with complex needs need a little more time. A polite analogy,
when you travel with an 8-month-old baby for a holiday you arrive at the airport on
time as the plane does not wait, irrespective. Also, when you arrive at a bus stop and
the bus is running late you wait but when you arrive late at the bus stop the bus does
not wait for you, the same concept applies in general practice, so help us to help you.
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Dr explained my medications and answered my questions

Anti fungal cream prescribed for vitiligo. Makes no sense.

*Practice Response: It may have been helpful if you would have asked why at the time
or booked another appointment or reached out to us with your details to enable us to
look into your concern. You can still do this.

Lovely reception staff. Kind, caring and thorough Dr.

As always GP centre was spotless and all doors open to give a pleasant atmosphere

Very helpful and open

Got an appointment on the day, got all my questions answered by kind staff

Because the doctor attended to him very well

The staff are kind and compassionate

Excellent, understanding, helpful.
Because my doctor surgery is the best. All the staff.

| was seen on time. Dr Yee Lim (sorry if | got name wrong) was very patient, clear and
calming and | can’t rate him highly enough.

Very accommodating

Caring friendly staff

| felt heard by the doctor. He was patient and understanding

The staff are always so kind and helpful. Nurse Amber is brilliant - both good at her
job and thorough as well as caring.

The doctor listened to my health issues and gave me his time. Didn’t rush me.

An emergency appointment. | received a very thorough examination

They are good

Both doctors and nurses, receptionist they are very helpful and good

Started on time. Doctor listened to me and spent some time talking he made some
suggestions and then listened to my response. We agreed on treatment. Very helpful.

The doctor was very helpful.

Staff is so friendly and very helpful and pleasant

Very caring compassionate doctor who went out of her way to get me treatment. My
experience was very good.

Dr Daly has always been professional, knowledgeable and attentive. | had to refuse to
see another doctor due to his patronising tone.

The nurse was very kind, supportive and reassuring.

Because all the doctors and staff were fantastic & &

| have been going there since 1975 and have always found the members of the team
extremely caring and helpful

My appointment went according to plan. Excellent.

The appointments were both on time and positivity supportive and helpful.

Dr CHAWDHERY dealt with all my concerns with patience and kindness.

The dr was very helpful with care and the receptionist team are doing a good job

Dr C was very thorough and listened to my concerns

| felt | was listened to and the issue was fully investigated.




Dr Parisa Patel gave excellent and thorough consideration to my file, and followed up
with a phone call when something important was omitted by the hospital.

Because they care much

Very clear account of appointment, helpful, good timing , great attention to duty,

What was your
overall experience of
making an
appointment?

Please can you tell us why you gave your answer?

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

Very easy online booking which was changed to physical over the phone. The
receptionist was very nice to talk to.

Neither good nor poor
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| had to wait over a week for an appointment but otherwise happy

See above

All the members of staff at the 306 Lordship Lane are amazing . Thank you to all .

Can't book online for children.
*Practice Response: You can book online if you ask for proxy access

| gave my answers because my telephone consultation was informed, the GP
explained about my medications and answered my questions.

Extremely helpful reception staff. Always very professional and friendly.

Able to book f2f appointment on the day | wanted

Process was easy but disappointing that it took 2 weeks

Didn’t have to wait too long on the phone.

The receptionist was so helpful

The Team (Receptionist, Doctors and nurses) go beyond call of duty. They care and
nothing is too much.

No problem making an appointment.
Because they always tried to encourage you to phone back if there's no appointment
available at the time.

| phoned reception in distress last week and receptionist was kind and offered a F2F
appointment

All good

The appointment was made over the telephone and was prompted by the doctor
surgery

| don’t seem to struggle to make appointments especially when children are involved.

Happy with the doctor

An emergency appointment within a few days

Very respect people

Staff helpful and friendly.

| managed to get an appointment fairly quickly.




| have now feeling comfortable to talk with my Doctor and nurse ,They put me at ease
| was able to book my appointment quickly and easily, and the process was very
smooth.

The appointment was made for me and | was sent a text reminder ahead of time.

Understanding, helpful, supportive all the doctors and staff. Excellent.

| have always been seen in a timely manner

Patricia Dickson

The booking system works very professionally.

The receptionist was very helpful.

| had to wait 2 weeks it’s ok as long | got seen

Booked online then rang surgery to confirm it to be face to face

No issue seeing the same doctor from a previous appointment.
N/a

Clear manner, concise, made you feel welcome,

Seen me on time.

| am not sure what you could of done better for me everything was good . Thank you .

No excellent service, Dr Rofe was pleasant and dealt with my medical issues in a calm and professional manner

All was ok

Very happy with the doctor’s service. Would be helpful if appointments didn’t take 2 weeks to book

No changes needed. Just keep doing what are doing &)
Because all the doctors, nurses, and all the staff in the office.

Nothing on this occasion
Nil - thank you!
All is good.

Excellent perfectly fine
Nothing
The trainee doctor's room was too warm and stuffy.

For me this surgery are doing the best they can for their patients, A big thank you to Dr Yee and Nurse Amber .
N/A

No changes needed. Just keep up the excellent work that you all do.

Thank you.

| do not feel strongly enough to put anything in writing

Nothing , all was. Splendid. Thank. You

Nothing at all. | feel very lucky to be with 306 care.

Was very good experience

Nothing much really just keep doing what you are doing

Online have the option for telephone or face to face appointment
All good!

N/a

Fine , good attention to duty,
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