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

 

 

Survey Results 
 

Overall:  94%    4%  2%   
 
Report Summary 
 
 

Overall, how was your experience of our service? 

 

 Very Good Good 
 

Neither 
Good nor 

Poor 

Poor Very Poor Don’t 
Know 

Total 

Total 47 5 1 1 1 0 55 

Total % 
(rounded) 85 9 2 2 2 0 100% 

 
What was your overall experience of making an appointment? 
 

 Very Good Good 
 

Neither 
Good nor 

Poor 

Poor Very Poor Don’t 
Know 

Total 

Total 41 11 2 0 1 0  55 

Total % 
(rounded) 75 20 4 0 1 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 AI 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. 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

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? 

Very good Everything running on time, lady at reception helped with my prescription Q and was very 
friendly. Nurse Amber Browne was compassionate, professional and completely put me and 
my baby at ease  

Very good Staff is attentive to our needs 
Very good "The staff are Kind, compassionate,  patience and  good listeners and the doctors pays  

attention to details." 
Very good Great service. Carry on great customer service 
Very good I felt that all the staff were polite and efficient. Dr Daly saw me at the appointment time and 

gave me the space I needed to open about a very sensitive issue regarding my mental 
health. When I attended the reception, before my nurse appointment, the receptionist staff 
informed me that I needed to provide a urine sample prior to appointment ideally: a tricky 

What was your overall experience of 
making an appointment? 

 

 
 

Overall, how was your experience of 
our service? 
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one. However, they furnished me with a large glass of water and all went well. Nurse Amber 
was very efficient, polite and complimentary during my diabetic appointment.  

Good  
Very good Friendly staff 
Very good The doctor was Thorough and listened to me  
Good Seen before my appointment time, nurses and the receptionist were very nice, friendly and 

helpful.  
Very good Given an appointment very quickly and doctor very helpful and reassuring  
Very good Because the team are fantastic, very helpful  
Very good Obvious, I think 
Very good I was seen very quickly, the doctor gave quality advice  
Very good Very good doctor 
Very good Never have a problem. 
Very good Very supportive and kind doctors and nurses. They were so kind to a nervous patient like 

myself. 
Very good The service was amazing. I didn’t get to wait long to be seen. 
Very good Doctor listened to my concerns  
Good  
Very good  
Very good Punctual and helpful 
Very good My doctor, Dr Lim, is helpful, caring and always reassuring.  
Good Doctor gave me plenty of time and listened to me 
Very good  
Very good Efficient, kind and helpful reception and a fast same day appointment.  
Very good Very helpful and good service. 
Very good I've been contacted quickly to get an appointment, and the visit was great 蹖蹗 
Very good Professional service and all my questions were answered.  
Good I am not sure if we have seen by GP or assistant. I didn’t get any feedback except the referral 
Very good Follow up appointment for iron deficiency, received update, quick and efficient 

appointment.  
Very good The GP asked questions, was thorough and referred me for blood tests to investigate 

further. 
Very good Was professional. The people were very kind and organised.  
Very good The GP was very helpful  
Very good  
Neither good nor 
poor 

Dr treat the me without proper checking or referral me to specialist only from my specialist  

Very good Good service 
Very good Dr Katy Daly was very helpful and resolved the issues I had. Very friendly and easy to talk to  
Poor GP wasn't too helpful, but he did arrange a physio appointment for me which is very good.  
Very good  
Very good The surgery and staff are always very polite and helpful,  and doctor Roff listens to your 

concerns and understands and agrees with adjusting lifestyle changes first to try and avoid 
medication and lower my Qrisk score 

Very good  
Very good "Dr Chawdhery listens to my concerns and is very helpful. She makes me feel listened to and 

part of the decision. Very respectful. The nurse who did my Smear Christie was very 
respectful and made it a quick and easy process. " 
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Very poor My doctor was half an hour late to see me. I asked the receptionist very politely on a couple 
of occasions what was happening, she was incredibly rude and kept saying there was 
nothing she could do. Which clearly wasn’t true because after half an hour she sent him a 
message on the computer alerting him to my arrival. To which he brought me to the room 
immediately. He clearly hadn’t been with a patient, and I was left waiting for no reason. I 
consequently missed a work meeting and found the whole ordeal incredibly stressful. When 
I got in the room the doctor did not have any information to help me with my query. So, it 
was a complete waste of time. He told me he’d have to speak to the consultant and call me 
later.  
*Practice Response – We regret that you felt that way. We regret if you felt the receptionist 
was ‘incredibly rude’. However, the response given, in circumstances was correct, reception 
staff cannot usually do much in such situations.  Also, when patients arrive, they are checked 
in and our staff do not usually send screen messages. Whilst there may not be any patients in 
the waiting room, that does not mean that our GPs are not dealing with booked telephone 
appointments. We regret that delays sometimes occur when they are dealing with more 
complex patients. Please do reach out with specifics so we can investigate your concerns. 

Very good Attentive and reassuring GP 
Very good Less waiting time and friendly doctor 
Very good Appointments were available when I needed one (which is a massive improvement from my 

previous practice). Dr took enough time to listen to my concerns and felt committed to help 
me. 

Very good  
Very good Good communication skills and asking good questions 蹚蹛蹜蹝蹞蹟蹠蹡蹢蹣蹤蹥蹦蹧蹨  
Very good Everyone was polite. 
Very good Excellent service care given to me and father. Thank you 뇤눎눐눑눒눏.  
Very good  
Very good Doctor listened to me carefully & gave me advice & medication to sort out my issues. 
Very good Easy to get appointment 
Very good First Class Service 

 
What was your 
overall experience 
of making an app? 

Please can you tell us why you gave your answer? 

Very Good Plenty of availability, helpful appointment reminders, running on time  
Very Good Accommodating staff 
Very Good Easy to get GP appointment, i was offered a choice of consultation _ phone or face to face 
Very Good "Had cancellation so got same day . 
Very Good This was initially made by telephone as the annual diabetic review was prompted by surgery. 

However, it was easy to switch via nhs app to have both Dr and Nurse appointment to same 
day suitably timed 

Good  
Good Help was very quick  
Very Good I was able to get a face-to-face appointment with my preferred doctor on the same day I 

rang. 
Good No issues with making my appointment  
Very Good Very impressed with the surgery, as always.  
Very Good Easy to make and appointment  
Very Good  
Good It was quick and easy 
Very Good  
Very Good Again never have problems. 
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Very Good No challenges and a smooth process 
Good The appointment was very prompt as I needed to see a doctor urgently for my 3 weeks old  
Good It was the Doctor who set the appointment up nothing  
Good Friendly staff  
Very Good  
Very Good Quick to find a date that was convenient and soon. 
Very Good Helpful and friendly receptionist and easy to get a convenient appointment.  
Very Good Online appointment scheduling was easy and call to change it to face to face was smooth 
Very Good  
Very Good A great first point of contact. 
Very Good "Missed my doctor's appointment but almost immediately a slot was found for me. It was a 

very pleasant surprise." 
Very Good The booking service was fast and efficient. The visit was professional. 
Very Good Efficiency of service and informative answers 
Good  
Neither good nor 
poor 

I was asked to book a gp appointment to discuss blood tests, once I followed the link to book, 
the app would only allow me to book a telephone appointment. I had to call reception to 
amend this to face to face. It would be great if I could book face to face using the app.  
*Practice Response – We regret that we are unable to provide a choice online. There is a risk 
that some patients may book the wrong appointment, and it complicates patient access, 
creating confusion with our unusual dynamic appointment diary. You can always call 
reception to convert your appointment to a face to face if needed. 

Very Good It's always easy to get through to the surgery via phone and get an appointment in good 
time. 

Very Good I don’t have any issues and it was straight away.  
Very Good The reception team was able to book me into an appointment at a time convenient for me  
Very Good  
Very poor Unfortunately, dr our don’t know what they are doing only prescribe antibiotics without 

proper checking without education the patient about source of problem of heath for 
everything only antibiotic that destroy stomach natural bacterial floral 
*Practice Response – We are sorry to hear you feel this way. Please reach out to us with 
specifics so we can look into any valid concerns 

Good Easy to do 
Very Good Had an appointment given to me for the following week of me calling for one  
Good No issue with making appointment  
Good Would like to be able to book a f2f appointment online 
Very Good As stated above  
Very Good I was worried about my 16-month-old but the doc saw them v quickly.  
Very Good Easy to get an appointment even for routine things have choice of time and whether it be 

face to face or telephone. Easy to book in the app and to get someone on the phone to 
rearrange if needed.  

Neither good nor 
poor 

 

Very Good positive experience  
Very Good Easy and quick 
Very Good  
Very Good  
Very Good They booked on time  
Very Good The doctor was attentive to my health issue. 
Very Good Excellent service. 306 all-round a great team.  
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Very Good  
Very Good The staff & the doctors are always helpful & caring. 
Very Good Receptionist very helpful you 
Very Good Very Good 

 

Please tell us about anything that we could have done better. 
Nothing I can think of 
Nothing 
Nothing at all, thank you for your fantastic service 
Just keep it up 
The Doctor told me next time to set appointment up through receptionist, the app is telephone only, sometimes 
it’s hard to get an appointment with the Doctor through receptionist I know everyone is stretched  
Can not see anything  
No - perfect experience. 
Nothing as far as I can tell. Always a good experience at the surgery.  
I will do some enquiries and get back to you. 
Everything was good. 
Explaining who we are seeing and why if that person is not GP 
Amend the app to allow for face-to-face appointment bookings. Thank you.  
No 
I don’t think yet.  
Everything. Dr don’t listen the patient is stopping to say every concern. Anytime I come to him is saying stop stop 
as I have come to dr to someone who is eloquent have more knowledge than me and is stopping to patient to 
say what a problem have. I didn’t feel comfortable, and I don’t wish to some who check online stuff be my dr GP.  
*Practice Response – You comment seem a tad unfair, when you suggest we could do everything better. Maybe 
you may wish to considering trying other GP surgeries locally and you may appreciate us more.  
Nothing 
Nothing 
It would be better not to have to see a different doctor each time, but overall it's a good surgery.  
*Practice Response – You can see the same doctor, as we usually have the same doctors working every week and 
do not use any locums. However you may have to wait longer sometimes for specific named doctors 
A polite receptionist with good customer service and a process to help patients who are left waiting for over 30 
minutes.  
Since you send them for other reasons, it would be good that you sent SMS reminders of the appointments. 
Not related to this appointment, but your email address is a bit difficult to find in your website. It's not in the 
contact section, but in the prescriptions one. In my few interactions with the practice, I've seen/heard the 
receptionist redirect the public on this regard several times. I understand that if you make it more visible it will 
probably increase the emails volume, but I really think it should be easier to find. 
*Practice Response – Thank you for your feedback. We provide a webform which our patients can use and do 
share the email address on request, which many practices do not usually provide. The only means of contact for 
most practices is usually via the triage option as the NHS is now recommending this as the main or only option and 
will soon monitor this too. We may have to also consider closing all our other online contact options if this impacts 
on our performance monitoring by the NHS.   
Thank you, everything is fine. 
A fantastic service a great team. I have seen great improvements, the new admin office in the garden area 
fabulous.  
You could not do anything better 

 
 

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.  
 


