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

Survey Results

Overall:l- I. = 6%

Report Summary

Overall, how was your experience of our service?

Very Good Good Neither Poor Very Poor Don’t Total
Good nor Know
Poor
Total 55 7 4 1 0 0 67
o,
(;‘:t:s :’j) 82 10 6 1 0 0 100%

What was your overall experience of making an appointment?

Very Good Good Neither Poor Very Poor Don’t Total
Good nor Know
Poor
Total 53 10 4 0 0 67
o,
LIl 79 15 6 0 0 0 100%
(rounded)
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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 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 far and beyond to help
Very good you. Dr Lim is so understanding towards his patients
Very good Great advice. Good information. Personable | felt heard
Very good
Very good Attending was quicker, listening was perfect and action is fantastic.
Overall disinterest in my situation health-wise, unrealistic expectation of sticking to one
Neither good nor | issue per visit when the human body is a holistic organism with multiple issues being
poor connected to each other.
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Neither good nor
poor

Neither good nor
poor

As the doctor has a better understanding of my symptoms and continued to prescribe my
medication.

Dr Rofe always explains why and what he is prescribing. Gives me a full and concise
explanation and keeps me included in decisions. Delivers an excellent patient service

Gave me reassurance

Everyone was polite and friendly to me

The doctor was thorough but disinterested | felt

The surgery staff, including the dr, were very respectful and patient

Because all the doctors and staff are fantastic.

The staff are always pleasant with a smile

The Nurse, Miss Khalid was very helpful and efficient.

Did not have to wait. Pharmacist very nice

Dr Katy is the best GP | have ever seen in the last 5 years in the UK. She’s a responsible
doctor and she’s very helpful as well. | can see that she is a doctor who really cares about
her patients.

excellent service as always

Always excellent service provided by Reception staff and my gp.

Fast, very thorough staff that really care

Doctor was thorough, attentive and listened

Doctor was very efficient.

Warm and kind treatment and examination by Dr Chawdhery as always!

Doctor excellent, asked the right questions, gave the right advice, friendly, good "bedside"
manner

Dr Lim was excellent with everything in dealing with my issues

Thorough consultation with a pleasant doctor who addressed all my concerns

Dr, Chawdhery, was a good listener, took her time and explained things, as she examined
me, | have a bad back, | couldn’t go upstairs, she found a room on the ground floor to
accommodate me.

Received excellent advice

The team was very helpful and pleasant

Speedy Appointment to suit me, helpful reception staff and professional advice from
excellent GP - Dr Daly.

Received the hospital referral | needed and an update on blood results which showed
reversal of anaemia.

Always excellent service at this surgery especially the reception staff Margaret | think her
name is in particular.

| did not get the right help | was looking for.

| was classed as someone with mental health.

| went to see my GP to talk about the mental abuse | get at home with my in-law family and
my husband doesn't do anything to help me instead he let it happen and be on their side
and give verbal abuse too.

No physical abuse had took place but | had been abuse verbally and things are done often to
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mentally tormenting me and causing upset to me and my children do see me getting upset.
That does make me suffer even more.

*Practice Response: We regret your experience and we would be happy to look into your
situation if you would reach out to us with specifics to help identify you.

Dr Daly was an absolute star - kind and practical, with up-to-date knowledge and an
understanding of NHS processes that helped me decide on management options for this
long-term condition.

| want to note that ten minutes is simply not adequate for a first menopause consultation.
We discussed points as efficiently as possible but still didn't get to the question of
contraception. This wasn't Dr Daly's fault, it's just not possible to discuss every facet of the

Good issue in ten minutes.
| found the whole consultation very thorough. Gathering a background history of my
Very good symptoms and providing next steps to take.
Very good New doctor very sympathetic about my recent bereavement
Very good Everything was excellent
Very good
| have always received very excellent care and consideration when attending my
appointments with Dr Chawdhery with immediate referrals when necessary. Greatly
Very good appreciated
| found the consultation to be very thorough. A full history was taken and all the necessary
Very good steps applied to move forward with my current symptoms.
Very good Dr Daly was very thorough and took on board my concerns
Very good Dr Lin is very personable and professional. Good communication and friendly.
Very good
Very good
Very good Dr Rofe easy to get on with, clear, knows what he is doing.
Very good Very good doctor

| was 7 minutes late and wasn’t admitted to my appointment when there was no one in the
waiting room. Quite disappointing as when i arrive on time i had to wait to be seen. So
doctor can be late but i can’t.

*Practice Response: \We regret that you had to rebook and whilst there may not be patients
in the waiting room our doctors also have telephone appointments. As the bus analogy goes,
if you arrive early at a bus stop you wait for the bus, if the bus has left you wait for the next
bus and if the bus is running late you wait until it arrives. Same concept applies for
appointments.

| was very pleased with the outcome of my visit and was referred to the physiotherapy

Very good department.
ERFMNERE - EESFEABMRNRNEX - HFEMONER 7 ROBERMGE
MZ5%)), Translated: The waiting time was short, and the doctor was very meticulous in
Very good asking about my needs. And patiently explained my situation and suitable medication.
Very good Very understanding and compassionate
Nurse and GP were excellent, as usual, reassuring me and performing the procedure they
Very good had to. They were kind and informed me of anything | needed to know very effectively.
Very good Doctor listened and took detailed info and was pleasant and professional
Very good The doctor was empathetic and very humane

Neither good nor
poor

| didn't feel that the doctor knew much about the issue | was there for, pain in my breasts,
fairly frequent clogged ducts, and a milk bleb that has lasted over a month. | didn't feel
satisfied with his diagnosis. It must be fairly common with the number of breastfeeding
mothers with babies in East Dulwich so | think it's important the doctors have deeper
knowledge of these types of issues
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*Practice Response: We regret your experience. Our Doctors are quite knowledgeable and
we would be happy to look into your situation if you would reach out to us with specifics to
help identify you.

Good Very friendly service. Wait time was long

Very good Both trainee doctor and Dr Chawdhery were helpful and supportive.

Very good Very helpful

Very good She was very helpful and even concerned when | told her my problems.

Very good As usual prompt, sympathetic and helpful consultation.

Very good Dr listen and gave me his time.

What was your

overall experience Please can you tell us why you gave your answer?

of making an app?

Very Good

Very Good | 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
Very Good days.

Very Good Appointment was available immediately
Very Good
Very Good satisfied with my Doctor actions
Very Good The receptionists are always very friendly and professional.
Very Good
As | made the appointment by phone and I'd experienced the professionalism of the
Very Good receptionist.
Good As noted above
Very Good
Very Good
Very Good The doctor provided me with qualified assistance.
Very Good
Good

The original booking was made as a telephone consultation through the NHS app. As the
booking date approached the staff at the SURGERY reached out to us and asked if we could
change this to a face-to-face consultation. The patient was elderly so we saw this as an
important consideration and it shows that the staff check on the appointments and do not

Very Good allow them to occur in an hap hazard manner; this is a higher level of care
Very Good Helpful, understanding,.

Good Very helpful

Very Good

Very Good Called to speak to the receptionist; she offered me a choice of appointment time to attend.
Very Good Very nice pharmacist thorough and understanding

Neither good nor

poor The doctor booked the appointment for me.

Very Good always excellent

Very Good

Very Good never have a problem .

Very Good Fast

Spoke to receptionist who helpfully made three sequential appointments (for me and two
Good children)

Very Good
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As with almost all my previous experiences with 306, making the appointment was very
easy. The receptionist was able to slot me into a cancelled slot the next morning at 9am. The
phone was answered without a long wait and the receptionist was empathetic and polite.

Neither good nor
poor

Your appointment system on your website is poor, seeming to try to avoid doctor
appointments, except by phone.

Good like always

| was offered a face to face appointment on the day

They listen to the patients needs

The whole surgery is professional and efficient

See above

Booked online which was very straightforward but it’s not possible to book face to face
appointments online so have to ring to switch.

Neither good nor
poor

| used the NHS app to book an GO appointment, however there was only a telephone
option. | called the gp surgery to amend to face to face, | believe this may be a known issue
and therefore an amendment to the available list will help to streamline this for the patient
and also the reception staff. | was told | could put a note in the comments section to say
‘face to face’ in future.

*Practice Response: We regret our system does not allow us to provide face to face
appointments online but we can convert these when requested as per the online booking
message..

Saw the nurse the previous day and she picked up on something. Doctor appointment was
arranged immediately. Nothing springs to mind.

Neither good nor
poor

| was able to get an appointment but not the result | wanted regarding for women suffering
from home domestic abuse.

*Practice Response: We regret your experience and we would be happy to look into your
situation if you would reach out to us with specifics to help identify you.

This was a rebooking after | was spoken to rudely by Dr Lee and opted to end that
appointment and reschedule with a different GP. My request was easily managed at the
reception desk for a near-future, convenient date. My thanks to the front desk staff.

| attended the surgery to book a future appointment and warmly informed there had been
one earlier but | missed this. Then offered the next day which | did expect, so very pleased
with this outcome.

Doctor good listened did not rush mr

No problem getting an appointment

| was happy with the overall experience and felt. Was listened to.

Dr Daly made the appointment for me which was helpful

Got to the point immediately and listed the routes to take.

See above

It was easy to make an appointment

| received an appointment within a week.

FAWTRIEHRTMIT - REERKRZEMITEI TEHZ - RIEBIFER - RAR.
Translated: We called to make a reservation and didn't expect to book an in-person
appointment two days later. | think it's very fast. Very satisfied.

No problems
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Very Good As above

Very Good Receptionist super helpful and pleasant
Very Good | needed some help and it was readily provided
Good Easy to phone and get an appointment in that wasn't too long away
Was asked to attend for a face to face appointment which was quite worrying. Had to wait
Good 10 days for the appointment

Asked for appointment for ongoing treatment which required face-to-face meeting and it
Very Good was quickly arranged

Very Good Good, i've got my appointment quick

Very Good Very polite and helpful
Only reason not to give 5 was - Had to wait about 10 days for appt but it was not urgent, so
Good that was ok.

Very Good There was cancellation and | was given the appointment straight away.

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

| cannot think of anything.
| pleased with all the peopie who work at the surgery' | highly recommend the surgery for any one looking for a
GP

It was a great experience

All looks perfect

Most GPs | see at the Centre seem tired and distant, unwilling to give referrals, or take any initiative/ interest in
the patients beyond sticking to some internal guidelines. There's an overall air of being looked down on by the
doctors.

Nothing

You are doing the best you can.

on this occasion, everything was perfectly done

No changes needed.

Sometimes it can take a little longer to be seen

None

You could not have done it bettet

nothing

nothing

Waiting for follow up, will be able to better evaluate service once that’s done
NA

See above

All good

Am glad it's my new surgery now.

| haven’t any complaints at all

It cost nothing to be polite, treat others has you would like them to treat you
Nothing

F2F booking available online. But otherwise incredibly grateful for the excellent care, as always.

Women suffering from home domestic abuse should be refer to centre where they can go and talk face to face
to someone and listen to the problem we are facing whether it's verbal or mental abuses.

*There is a domestic abuse number displayed in various places in the building, and the GPs should usually be
able to give you the details.

Offer double appointments as standard for complex topics like a first-time menopause consultation. It would
probably be more efficient for the surgery to resolve things properly the first time around, as well as making for a
better patient experience.

Nothing. | was helped more than expected.
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You could not have been better

Nothing at all.

There is nothing as all was covered. Thank you to the lovely Reception lady that helped me with this
appointment. | think it’s Juliet... | maybe wrong with the name. Sorry if so!

N/a

Nothing

Very good doctor

Be kinder and see if there is any way to help me with later appointment, at least make some effort

Nothing.

HHEONURRIFBHIRA] - FEF RS |

Translation: My face-to-face consultation went very smoothly. Thank you so much!

All good

Nothing

Shorter waiting time

Consider the difficulties of swallowing Flucloxacillin

| thought she would have given me more painkillers and steroids to deal with my problems, but | respect her
decision bout wanting a blood test done instead.

Nothing. Very helpful reception staff.

Good service.

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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