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Report Summary
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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

. Please can you tell us why you gave your answer?
experience of

our service?

There was no delay. The receptionist was pleasant as usual. The doctor was thorough as usual.

On time. Quick and efficient.

Great staff very helpful

Dr Rofe was excellent

The allotted time was honoured

Service was very good, seen on time.

Over an hour wait after appointment time
Practice Response: We regret your experience and hope you will understand sometimes delays
occur when we have patients with complex needs.

Very understanding

| had an appt for 5:40pm 2/2/26 confirmed by text

When | got there, they told me | had missed my appt ,it was 5:30pm and | would not be seen
Apparently | had asked for an interpreter and they had rescheduled it, when | hadn’t. | was not
informed about the change of time either, they refused to see me.

| am very disappointed the way the surgery dealt with this.

Practice Response: We regret your experience and if you would reach out to us with specifics
we can look into your concerns.

Very professional
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| was very happy how quick he could help me, like he’s been dealing with the situation for years
and knew exactly how to help ma.

Caring staff receptionist and doctor very helpful

Dr listened to me and helped with my problem. She also tended to my general health during
the consultation. This appointment was with my usual doctor and | find this continuity very
helpful.

| felt that my health needs were addressed, and that | was listened to.

The Dr listened to my concerns, made an examination and a referral following that.

All care was good but the room was very warm.

The doctor was absolutely amazing, she managed to calm me down a little after a super
stressful situation

| had some major questions about my health experiences and was well explained to me

Doctor explained my condition in understandable words

So kind and understanding, and felt super empowered and like | knew what was going on

| was able to get a next day appointment. Arrived and reception staff were friendly as usual.
Called for my appointment 5 minutes early. Doctor dealt fully with my concerns. Referred me for
a blood test and relayed result if my urine test within hours resolving some if the issues. The
following morning, | was contacted and given an appointment later the same morning asap as a
result of my blood test results. Fantastic all round as | am always telling friends whose Doctors
often don't even offer annual screening.

I’'m happy | spoke to medical person

Excellent service from receptionist and doctor, so helpful

Will is very easy to talk too

| got an appointment at the time | wanted. Dr. Chawdhery was thorough, helpful and
professional. The reception staff are extremely kind, patient and helpful.

Good efficient quick service ...and problems getting sorted now | hope.....doctor took time to
listen to me.

Doctor was excellent. Helpful and treated my issue.

| rang the surgery on Wednesday morning after experiencing what | though was a mini stroke.
Dr Daly called me back within 15 minutes and was given an appointment later in the evening
and was examined and recommended | had a blood test which | booked.

Dr Daly is a great gp

Reception helpful and efficient. Dr Rolf was thorough and | felt listened to.

The service was very good

Got an appointment to see a physio within a week

The surgery and all its staff are professional and caring they give good advice as well as medical
treatment

Great staff from reception to doctors.
Very welcoming practice.

Médica Katy muito atenciosa (translated - Very attentive doctor Katy)

Appointment bang on time, Doctor first class

Seen by Dr of my choice

| arrived 30 mins early & was called in 20 mins late. Good advice from the doctor who | felt
listened carefully & gave me her full attention. But she was obviously tight on time as well as
running late.

Very accommodating and kind




What was your
overall experience Please can you tell us why you gave your answer?
of making an app?

| was lucky to get an appointment in two days because there was a cancellation.

Was easy to book via NHS app.

Felt at ease

Booked without any issues

The appointment time and date met my expectations

Easy just spoke to receptionist and got the right appointment for me.

Can book face to face online
Practice Response: You mean can’t book face to face online, this is due to practical reasons but
you can arrive 5 minutes before your appt or call ahead and we will be happy to convert it

Simple and quick

Very professional

Was very happy with how quick | got the appointment

Understanding and very helpful

| requested a routine appointment and was offered the next available, which was only four
days away.

My appointment was made in person and was done efficiently and with consideration.

Dr was approachable, listened to concerns and took relevant action

All fine booking

It was my second doctor’s appointment and it was just really good.

The appointment was made very promptly

Was offered a few appointments around my needs.

| felt listened to, and treated like a whole person, not just a body with a problem

Very friendly,

As above

As above

Excellent staff at the reception

| got the time and date | wanted.

Very pleasant receptionist ....helpful as asked if | could manage the stairs

Initial receptionist was poor, told me there no appointment available until weeks later.
However, | persisted and another receptionist managed to find me an appointment the next
day (thankfully as | had a bacterial infection and treatment required urgent antibiotics)
Practice Response: Sometimes appointments become available as they are on a staggered
release, its not intentional

| never have any complaints about the service | received.

Dr Daly listens to her patient worries and guides them with the most appropriate response

It was easy to make an appointment
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Front desk - ask for first contact physio - give dates - appointment made within a week. Great!

Phone answered quickly and website works well

Quick and easy nothing to much trouble.

Doctor explained the purpose of my visit and detected something else that was wrong

| was phoned by Surgery offering me an appt

Practice Response: It would be helpful if you would qualify your experience

Managed to get an appointment in the required timeframe which fitted with my own
availability.

Easily done via phone call

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

Apart from struggling for an appointment, | am satisfied with how things are.

The appointment wasn’t actually necessary. It was the follow up to a phone call. If you had a functionality to
send a photo or do a video call, the doctor would have instantly known what it was. It was a waste of his and my
time to have a follow up in person call.z

My appointment was at 10.15am, did see doctor until 11.05.

It was all good

Everything has been excellent

Everything was really OK nothing to change.

Online face to face bookings

Informed me of change or asked before changing my appt

Nothing she is lovely to talk to.

Tried pouring an ear softer into my ear to make help with my hearing
Nothing further to add.
| don’t think anything could have been done better

Everything was done really well.

All was well

Nothing could be done better. | have overall good experiences from this surgery.

Made a cup of tea....
Nothing I can think of
Nothing.

No

Improve booking experience

Nothing to my knowledge!

Good service

Nothing thank you for all you do
All good .

Run to time.

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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