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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 46 3 0 3 1 1 54
Total % 0
(rounded) 85 6 0 6 2 1 100%
What was your overall experience of making an appointment?
Very Good Neither Poor Very Poor Don’t Total
Good Good nor Know
Poor
Total 47 5 0 1 54
Total % 0
(rounded) 87 9 0 2 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.

The Al generated analysis reveals the following key insights:

1. Categorical Feedback:
o 'Very Good' was the most frequent rating for both appointment experience and service experience, indicating high
overall satisfaction.
o Negative ratings (‘Poor' and 'Very Poor') were minimal, suggesting limited dissatisfaction.
2. Textual Themes:
o Commonly mentioned themes include 'appointment’, 'good’, 'helpful’, and 'doctor’, reflecting positive experiences
with scheduling and staff.
o  Words like 'nothing' and 'time' suggest areas where users felt no improvements were needed or appreciated timely
service.

These insights highlight strong satisfaction with the service and staff, with minor areas for improvement in continuity and efficiency.
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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 | Please can you tell us why you gave your answer?
of our service?

Very good Because really good listener to me and really trying to get to my problems
Extremely professional. Very knowledgeable

Very good On time! Very pleasant

Very good There were very well respectful and they shown concern to their patient.

The doctor I'm seeing was not well so they rescheduled my appointment with another
doctor & updated me. The gent at the reception was very helpful. Dr Will was really kind

Very good too. Had a good observation on me - put my mind at ease.

Good Kind front desk receptionist that quickly booked my son in for an appointment
Very good

Very good

Very good The doctor was very good, listened to my concerns and cared for my heath.
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Didn’t have to wait too long for an appointment - however as | am not working at the
moment | don’t have other commitments to fit around. The Doctor | saw was nice,
understanding and empathetic. | feel he took the time to listen to my concerns and advise

Very good accordingly
Very good
Very good | was seen promptly; the doctor listened attentively and will take the issue forward.

She doesn't even have the patience to listen to her patient.
*Practice Response: We regret your experience and would be happy to look into your
concerns with specifics, if you would reach out to us.

Nurse did not give enough time for the parent to hold the child and scratched him with the
needle.

*Practice Response: We regret your experience and would be happy to look into your
concerns if you would reach out to us.
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Trainee doctor listened and was very helpful. Clearly, she is very knowledgeable and knows
Very good what she is doing. Very impressed.
Very good
Very good | saw Dr Daly who is thorough, professional and helpful.
Very good
Very good Friendly atmosphere and on time
Very good Professional and prompt
Very good Thorough questions around my health
Time of appointment was punctual; Dr listened to my concerns and examined me
accordingly. Reassuring and said would make a referral. Approachable, friendly and put me
Very good at ease.
Very good Well listened too, Dr Daly went the extra mile with advice. Efficient and reassuring.

Excellent knowledge and people skills

Great service from desk staff and doctor

Nurse was very friendly and professional

My appointment was good and concerns address.

Appointment given within a week. Face to face. Seen without a wait. Appointment covered
all my concerns.

The doctor listened to my concerns and cared for my heath, she's an amazing doctor thanks

It was easy to check in, doctor was only slightly delayed. He was polite and explained the
reasons for any concerns as well as non-concerns and the reason for course of action. He
then gave a timeline to the referral and what to expect next, so | knew what was going to
happen.

Dr Patel is extremely knowledgeable and thorough; the reception staff are friendly and
helpful

Because the doctor is willing to find the cause and problem the patient is having

The GP was patient, kind and listened to all | had to say and provided solutions.

Because the Doctor do take time to listen and was very supportive in providing best advice
clinically.

Doctor and receptionist very helpful




Very good. The staff were helpful and professional, and | felt well cared for throughout. |
really appreciated the support | received.

Attentive doctor, she listened and did not let me go until we had addressed everything and
she had logged it onto her system.

Always get an appointment. Always helpful. Lovely doctors. Really lovely surgery

Dr Daly took time within the given limits to discuss different issues with me.

Quick to get help, great support and helpful referrals for further diagnosis

Don't know

The lady | spoke to on the phone wasn't very clear, and | explained about CICA forms that |
needed filling out, and understand that there is a fee in relation to it. She told me to call up
and book an appointment and | was told they didn't know what | was speaking about and
told me to bring in the papers, then | was seen to by someone else, she was a nice lady and
managed to fill out my forms. She also managed to give me the right kind of information and
advised me in what to do.

Which | am grateful for, however someone that is dealing with depression | almost felt
rushed out of my appointment and felt like | was taking up time and a burden. Despite me
explaining on the phone | needed an appointment for mental health and a criminal injury
form and was given an appointment but didnt know | was booked in for a 10 minute
appointment until | got there.

The gp practice has no information online and misinformation from doctors so it can be very
confusing.

| emailed the practice in relation to the forms that | was told would cost £XX then received
an email stating otherwise and saying they would like to “remind me” on something | had no
information on. | do understand there would be a few which isn't the issue | think its the
delivery and lack of empathy and information.

It can honestly make an already bad day even worse when you feel like you aren't being
listened to.

*Practice Response: We are disappointed to read your feedback, as we were able to identify
you from your feedback. GP appointments are one problem per appointment (10 minutes)
clearly displayed in reception. Maybe you should have focused on your health issue which
we feel was more important at the appointment as opposed to insisting on getting the form
completed, though we understand you did take up to 30 mins of the GP time. We feel the
GP in question went over and above, showing empathy at the time, to oblige with your
request, for what is considered a non-NHS optional service which should not be subsidised
by NHS resources and is usually not facilitated during an NHS appointment.

Our records show that you were advised to bring the form into the surgery for us to review
and not book an appointment. We would have then emailed you and explained the process
further.

The Admin staff were rude. The male receptionist talked down to me. Also had no clue in
given the right information. Ist time ever had to complain.

*Practice Response: We are sorry to give you reason to complain and would be happy to
look into your concerns if you would reach out to us.

The Doctor had read my notes thoroughly and gave excellent advice about physiotherapy for
my shoulder

Very good

My appointment time and | was seen on the same time as my appointment time very good.

Very good

My concerns address and treated with seriousness
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Very good

Doctor very good answer my need

Very good Easy to get an appointment and helpful response from GP.

| think this surgery is far the best GP in Dulwich,the receptionist Go fay and beyond to help
Very good you. Dr Lim is so understanding towards his patients
Very good Great advice. Good information. Personable | felt heard

What was your
overall
experience of
making an app?

Please can you tell us why you gave your answer?

Very Good Really good

Very Good As above

Very Good Because they attended to me quickly and they care about the patient health

Very Good The gent in the reception was very helpful

Good

Very Good

Very Good

Very Good They were able to assist me with finding an early appointment.
Rang on Monday was told Friday was the earliest | could be seen, however after asking if
there anything earlier and the receptionist asking what was wrong | was then offered a

Good Weds appointment

Very Good

Very Good The receptionist was courteous and efficient

As I mentioned above you have 5 minutes for 1 problem. it’s my liver how can | be quick and
go.

*Practice Response: We allow 10-15 minutes per problem depending on the clinician you
see. We feel this is the only way we can meet the patient demand.

Good
Very Good Receptionist very helpful.
Very Good
Very Good | got an immediate appointment from a helpful receptionist.
Good
When ringing up for appointments always try to help in getting appointment to suit my
Very Good needs

Neither good nor
poor

Can't get through to anyone
*Practice Response: We are sorry to hear that, as our data shows the average wait time on
the telephone is under 3 minutes usually and we provide a call back option too.

Very Good Simple system to use
Went to surgery to make appointment and got one face to face with the dr of choice 2 days
Very Good later.
Very Good Female admin team kind and helpful
Very Good
Very Good
Very Good Easy and quick to book
Very Good Very easy did consultation on line got call back with appointment same day excellent
Very Good Managed to easily make an appointment
Very Good
Very Good
Very Good
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Quick to give f2f appointment

Straight forward and very good. The team of receptionists are very welcoming and kind,
Thanks to them all.

| found an appointment and booked online then when | called to make it face to face,
reception answered quickly and changed it.

| made the appointment at reception following an earlier one and it was straightforward and
lots of appointments were available

The lady in reception brought my appointment forward when | went to enquire about
something else.

| did not regret the time spent

Heard | was anxious and booked me in quickly
Very good. The process was straightforward, and | was able to get an appointment without
too much difficulty. Staff were polite and helpful.

Easy and effective

As above

Dr saw me less than a week from calling

The lady was nice, but just felt rushed out of my appointment and even completed the form
for me while | was with her and made referrals on behalf of my mental health.

Got appointment as asked by the dr. Person never called and once | called | was told she had
called. Then | asked at what time was told they never called !

it was quick and accurate

No delay

| was worried about my health and got an appointment for that day.
| had a message to contact surgery, was givenca face-to-face appointment.only waited a few
days.

Appointment was available immediately

Please tell us about anything that we could have done better.

Nothing
Not a thing!
Every is good

To have more availability on the online booking system. | thought it was not possible to have face to face
appointment as nothing was available online.

| have always found the Surgery to be a good place to be
Support for long-term conditions: More tailored support or check-ins for ongoing health issues would be helpful,
especially for those with complex or chronic conditions.

You do everything right | have no complaints. Brilliant dockers

The only line calendar looked booked up, but when I called there was a slot

| think there needs to be more information online, more empathy and transparency. | think appointments for
mental wellbeing should be handled a lot more carefully and when emailing not jumping to conclusions
presuming someone knows information on something they had no idea on even when asking for help. | think Dr
need to be aware on referrals and forms so they can let the patient know so it saves everyone time.
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Put the right staff training into place. Also the right staff into the right job. Ist time ever complained but this was
unacceptable.

Nothing could have been done better

All good

Time schedule for appointment to be taken into consideration. 10 minutes grace should be given

| cannot think of anything.

| pleased with all the people who work at the surgery' | highly recommend the surgery for anyone looking for a
GP

It was a great experience

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.
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