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

Survey Results

Overall: - - =2%

Report Summary

Overall, how was your experience of our service?
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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.

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 | was carefully attached to

Very good Because the service in the help is excellent.

Very good Dr Roff very professional Doctor

Very good Great Doctor in Dr Roff

Very good Doctor listened, understood all of my issues and took time with me

Very good Always a good experience.

Very good Great doctor - was very helpful

Very good Friendly environment
Was seen exactly on time but also had excellent care from Amber - not rushed - even

Very good though | know she had back-to-back appointments.

Very good Quick appointment and thorough service

Very good Was seen on time. Efficiently and satisfactorily.

Very good Always good service

Very good No wait. Thorough and understanding GP
Comfortable feeling with attention, and care,

Very good You felt part of service .

Very good GP listened and was reassuring
The receptionists are helpful and pleasant but mainly from my experience today with ANP
Lisa Atkinson who was very positive. | didn’t spend any longer than a GP appt has taken in
the past, but she was efficient. | felt fully informed in the short space of time which didn’t
leave me feeling frustrated. She explained whilst she was filling the information in my

Very good records. The first person to check me properly. Thank you - Lisa

Very good It was just good
Appointment with nurse Amber for wound care following bilateral foot surgery. Amber was
gentle yet thorough in her examination and gave me appropriate treatment as well as
reassuring and helpful advice. She always gives her patients plenty of time but still manages

Very good to keep appointment times. She is the best practice nurse | have come across.
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Waiting time for appointment wasn’t too long, only 5 mins. Was given thorough review and
scheduled for further investigations.

Check in easy and seen promptly. Dr Rofe is professional, knowledgeable and explained
everything clearly.

The Doctor was very helpful with what | went to see her about.

Got an appointment quickly, doctor was an excellent listener and explained everything
clearly and put me at ease. This is not my first appt with this doctor- each time they have
been exemplary.

Fast, reliable on point and on time service. The doctor was kind and very professional.

Easy access and better outcome

Dr was friendly, warm, knowledgeable

Nurse Amber was lovely, very welcoming and supportive also explained everything very well

Everyone was friendly and welcoming

The receptionist was very helpful and polite, | was comfortable while approaching to assist,
the GP was also have been great and dealt with me with respect, | also have very good
advice and respect from the nurse each time | attend the surgery.

The doctor that | saw was really rude, he made me feel stupid at times and that | shouldn’t
be worried about my baby. The admin are lovely though.

Practice Response: We are sorry you felt this way. We understand that you may have reached
out to us with specifics. We reviewed the context of your concerns and noted you have seen
the same GP on three occasions, usually with no concerns. On this occasion it would seem he
was trying to get to the problem, as each consultation is 10 minutes and you may have left
with this perception. It was not intended and we regret that. We reassured you after
reviewing your notes.

The Doctor was terrific, best service | have had at the surgery, attentive caring and kind
vibes

Because was really checked

The nurse was thorough

Efficient and on time. Nurse was professional and friendly

No wait, nice experience

| was worried about pain in my knees. Which has started very recently. My form of exercise
is walking and it’s not easy anymore.

Everyone was polite and friendly with me.

Very efficient service provided

The timing of my appointment was extremely honoured above board

Dr Daly is knowledgeable, professional and empathetic

Amber, the nurse, was lovely. | could lie down when she injected the flu vaccine. Amber also
gave me time to test before getting up to make sure | was feeling ready.

| was getting my contraceptive implant replaced and both the doctor and nurse made me feel
so comfortable.

Both the receptionist & nurse gave me friendly & competent service

| was seen on time,My visit was very lu

Is true

Everyone welcoming and friendly

Friendly service and all on time

Always professional, helpful. Amber Browne is easy and helpful to deal with. As is everyone
at the surgery




Neither good nor
poor

Nurse Amber and the reception team were brilliant!

Amber was lovely with my son for his flu jab, very knowledgeable to answer my questions.
And it’s really nice to be seeing the same nurse since he’s been born, as it feels like much
more personal care.

Dr. William Roff is very kind and caring and understanding and try his best to help patients
as much as he can.

Seen quickly and advice was thorough and practical

The service was very good because the GP and staff were professional, friendly, and made
the appointment feel comfortable.

The Dr who saw me was extremely thorough. The appointment did not feel rushed and | was
glad | was taken seriously.

Reception staff very professional and friendly. Nurse Amber the very best, felt heard and
looked after.

Nurse amber was brilliant as always, she took her time, and she was so professional and
caring as always.

Seen on time and consultation was straight forward and smooth.

N/A

The waiting is always short, and staff members know their stuff. Always giving enough
information to help with informed decision making.

Service was very good in general.

Fantastic! | had consecutive appointments with the nurse and a doctor, who were both
warm and professional, and if they were tight on time, they certainly didn’t show it, as they
made me feel as though | was the only patient at the surgery that day - fully listened to.

In on time, nurse nice

Anne was able to find me suitable appointments

Great surgery and staff

Doctor was knowledgeable, welcoming and professional

| always feel cared for and listened to.

Really caring, knowledgable and professional staff; appointment on time

Very friendly and approachable dr

| waited over 30 minutes for my appointment and then was seen for around 5 minutes. Was
given some bad news.
Practice Response: We are sorry you felt this way.

Caring and supportive

| was given the treatment that | went for

The first time | have ever been late for an appointment. Due to bus diversions, | was three
minutes late for my appointment and couldn’t be seen. | had to rebook

Practice Response: We are sorry for your experience. Please reach out with specifics and we
would be happy to investigate this. Please see practice comment response below giving our
perspective in such situations.

Up to date medical history, compassionate!

| always no problems have a good experience

Very good service appointment on time dr Rowe is perfect smile understanding helpful what
else patient wants to thank you very much
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Very good

GP was very good

Very good Because the services | received was truly professionally

Very good Friendly clean. And organise

Very good Nurse Amber was kind friendly and reassuring to my son. | always feel comfortable with her
level of care and expertise.

Very good The doctor was very attentive and took his time to assess me properly

Very good

Very good The doctor was very helpful

Neither good nor
poor

Not enough time with nurse or doctor 10 minutes is useless

Very good

Dr Lim listened well and reacted with what appeared to be very cohesive and practical plan
of action

What was your
overall experience
of making an app?

Please can you tell us why you gave your answer?

Very Good | came late for 7 minutes, but | was attended to few hours later

Very Good

Very Good Good experience

Very Good Great experience

Very Good Easy to make the appointment within a reasonable time frame

Very Good Staff always helpful. Good messages on my phone.

Very Good Reasonable availability and helpful staff on the phone

Very Good Very relaxing experience

Very Good Was done online so very accessible

Very Good Quick

Very Good

Very Good All good

Very Good Easy via app

Very Good Consideration, and care,

Very Good Was first in queue and was able to book an appointment with the doctor | wanted

Very Good

Very Good Easier than normal
Receptionist was very helpful in identifying a suitable appointment for me. Again, the

Very Good receptionists at 306 are always helpful to patients, whether in person or on the phone.

Very Good Receptionists are very friendly and helpful
Appreciate | can book online, but a shame it's only for phone appointments, and have to still
call anyway to change to in-person.
Practice Response: We regret that we only provide one option as our diary is patient focussed
and dynamic. If we were to offer online choice, we would have to allocate specific time slots
for online and face to face. However, at the moment we have a flexible and dynamic diary

Good which allows patients to select a time slot of their choice, giving them flexibility. They can then
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Very Good

arrive 5 minutes before the slot and get it converted to a face to face or keep it as a telephone
slot if they are unable to get to the surgery.

That's what | found he was very helpful.

Called on the day and got an appointment. Knowledgeable and experienced reception staff
this time and every time since ive been registered with this GP.

Easy to make one. Help from the desk if needed.

No protocols

Able to get an appt at a suitable time

It was booked for me

It all worked perfectly

The receptionist always try their best, they are very helpful

Very poor
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The doctor had absolutely zero bedside manner. | felt intimidated by him and as though | was
wasting his time. Maybe have some training for the doctors about how to be empathetic and
use active listening skills. He would say things ‘I don’t need to hear the story tell me the
problem’ ‘calm down’ (when | wasn’t uncalm) and almost making me feel like | shouldn’t be
there. | went away and cried. The nurse Amber is absolutely lovely though and the man in
admin is nice!! The doctor needs to take tips from them.

Practice Response: We are sorry you felt this way. We understand that you may have reached
out to us with specifics. We reviewed the context of your concerns and noted you have seen
the same GP on three occasions, usually with no concerns. On this occasion it would seem he
was trying to get to the problem, as each consultation is 10 minutes and you may have left
with this perception. It was not intended and we regret that. We reassured you after
reviewing your notes.

Cause got given appointment the next day

| didn’t have a problem getting the appointment

Staff are always polite and helpful

Easier to make appointments checking one’s own calendar

A professional doctor who was attentive to my health.

Easy to book online

To have my flu vaccine taken

The receptionists were all courteous and efficient

Super easy to make the appointment on the app. Many time slots available to chose from.

| called the practice to book an appointment; | then got a phone-call appointment with the
doctor before booking my in person appointment.

It was simple to make via NHS app

Didn’t have any difficulty getting my appointment

Is true

Very helpful

Easy to book on phone

Always a pleasure

Very quick and easy, very friendly reception team

Reception always answers, they’re lovely and always very accommodating

You are very caring and kind GP; | appreciate it very much.




Neither good nor
poor

Neither good nor
poor

Seen same day for my son

The doctor took the time to listen carefully to my concerns, explained everything clearly,
and made sure | understood the next steps. The reception team were also polite and
efficient, which made the whole visit smooth and stress-free.

| wax able to get an appointment quickly that suited me.

Online with suitable appointments

Just easy to get

Easy to book appointment for my flu vaccine

N/A

Compare to what my friends GP is like i do not have any complaints

Short waiting time.
Flu jab professionally done by a friendly nurse.

| was having a flu jab, and had found it easy to make an appointment, but even more
impressively, another issue had come up for which | needed a doctors appt and the
receptionist managed to manoeuvre a same day appointment with the doctor, following my
nurses appt, so that | wouldn’t have to come to the surgery twice.

Excellent service

Got one no problem

Reception staff are always kind and accommodating.

Just had to phone surgery and all sorted

Easy to get an appointment in person by calling up

Over two weeks wait to see GP in person.

Practice Response: We regret this but sometimes this is out of our control due to pressures
on our service. Our wait times are usually shorter compared to other neighbouring practices
and usually under 7 days. However, if you use the NHS App you may be able to avail earlier
appointments when there are cancellations and further appointments being released at
staggered intervals on 7, 5 and 3 days.

Very Good | felt involved in decisions making regarding my health.

Good No problems with waiting for my turn k

Very Good | was offered an appointment which wasn’t convenient and was offered another one for the
next day

Very Good

Very Good I am happy with the service provided!

Very Good No problems ever

Very Good Easy get appointment

Very Good

Very Good Easy to make

Very Good Both the customer care relationship and the doctors approach was wonderful.

Very Good

Very Good Easy to book and appointment scheduled for the following week.

Good | was able to get an appointment the next day after calling. It’s usually so difficult to get an
appointment within 2 weeks

Very Good
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Very Good Receptionist was very polite

Neither good nor | When one is asked how one is or feels one does not have enough time to answer properly.
poor Practice Response: We are sorry you felt this way, each consultation is 10 minutes and this
is not usually in our control due to pressures and expectations to provide appointments..
Very Good Personal experience

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

we still need 10 minutes grace

Practice Response: We regret that this would not be possible for several reasons. We regret that our surgeries run
late on occasions due to patients with complex needs and if this grace was factored in, we would run even later.
Hope you will understand that whilst our team have a duty of care for our patients, we also have a duty of care
them and their wellbeing. They should also have a work life balance and be able to leave on time. As an analogy,
if you are going to the airport or even catching a bus you would strive to arrive on time as a bus or a flight will not
wait for you. If you miss the bus or flight, you would have to wait for the next bus or reschedule your flight and to
some extent the same concept applies at the surgery, you would be asked to book another appointment to avoid
delaying other patients.

Nothing. Very happy with the surgery, wouldn’t want to go anywhere else

Not much. Bit of delay and wait but receptionist warned me of delay.

| cannot find anything that would have made things better. 306 always delivers excellent care, from the
receptionists through to the medical staff - as a patient you are always treated with care and compassion. | feel
very lucky to be a patient in such a great practice and | hope the staff know how much they are valued by their
patients.

No, they offered the right approach,

Absolutely nothing - please do not change the patient centred focus that the 306 Medical Centre seems to have.
Your patients really appreciate it, especially those (like me) who have transferred from other practices in the
area where patients are not always treated as well.

Not applicable- | feel very fortunate with the service we get via 306 medical centre compared with lots of
experiences that people elsewhere in the UK are receiving.

10mins lateness should be the cut off time for patients

Practice Response: See response above

| was really happy with everything

In my opinion the team gives their best

Thank you

Everything was perfect please

There is nothing that could have been done better; | received excellent care
N/A

No

Nothing

Everything very good

You couldn’t have done anything better - thank you

Easy to get an appointment in person by calling up

Nothing else, all went well

Thank you very much

Easy. Friendly and helpful staff
Cup tea and a slice of cake

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