
 

FRIENDS AND FAMILY TEST 

How likely are you to recommend your GP Practice to friends or family if they needed similar care or treatment? 

WHAT YOU HAVE TOLD US DECEMBER 2014 TO APRIL 2015 (please see rest of document to view Dec 2014 to Dec 2015) 

Extremely likely Likely unlikely Extremely unlikely 
59 5 2 3 

 Overall we have received positive feedback about your experiences about the care we provide; however, we need to know 

where we can improve patient experience for all our patients. Sometimes things go wrong –this is how we learn and work 

together to find out why it did and what we can do to put things right and continually improve. 

 We are committed to open and honest relationship with our patients so we have included all of the patient comments we 

have received to date 

During 2014 we welcomed 2,400 patients from Dr Unnikrishnan’s Practice and we appreciate just how much change there was 

for these patients and indeed for our existing 5,600 patients. In addition to this we have also registered another 300 new 

patients during 2014 and now have a total population of 8,300 patients. Our newly merged patients were able to take 

advantage of a range of services that were not previously available to them, and, as part of our 2014/2015 improvement plan 

formulated with members of our Patient Participation Group (PPG) we have been able to deliver service improvements and 

introduce services. Our team have faced the enormous challenges that the Practice merger presented but, have worked 

tirelessly to deliver a caring, responsive, efficient, well-led and safe service for patients. We also accept that sometime things 

go wrong and we take those instances very seriously and do something about them wherever possible to prevent any 

recurrences. Most of all we want to thank all of our patients for their support and candid feedback which is so invaluable in 

helping us not only strive to keep up our high standards but most importantly improve where we can. 

Lynne Bolton- Practice Development Manager 



I have commented in bold as a response to some of the comments where patients have made some excellent suggestions or 

their experience has not been positive and feedback I think may be of interest to patients. 

FRIENDS AND FAMILY TEST 

How likely are you to recommend your GP Practice to friends or family if they needed similar care or treatment? 

WHAT YOU HAVE TOLD US DECEMBER 2014 TO APRIL 2015 

Extremely likely Likely unlikely Extremely unlikely 

59 5 2 3 

 

Think service is ok 

Never had no problems at all with doctors or reception staff  

I am always very satisfied with the care and attention which I receive from Dr. XXX 

Always answer questions.  Approachable 

Always able to get an appointment 

Good attention at all times 

Friendly surgery, not a long waiting time to see GP/nurse 

Always get an appt if urgent 

Very satisfied with care and attention received from Dr XXX, but if I recommend him too much I would never get in to see him 

Receptionists excellent but since merge sometimes get wrong information about appointment times. The receptionists sometimes give 
wrong info to patient appointment times. Thanks to this patient – totally accept this comment, our new reception team members had 
a steep learning curve as they had no previous experience of running an ‘appointment system’ and in addition they also had to learn 
about many additional services we offer and how to book them with the right member of the clinical team. We supported them with 
on and off the job training and we feel confident that they have significantly increased their knowledge and skills. The text reminders 
a day before were very useful but now don't come any longer, only appointment confirmations, overall good service from GP'S. Book on 
the day appointments mean sometimes I can't book a routine appointment, should maybe not all be book on day. We had a complete 
refurbishment of our computer equipment and did not realise that unfortunately part of the system had been disabled – thanks to 
this feedback we were able to put this right a great example of how patient real time feedback helps us to help you. 

I have advised/recommended many friends to register with North Road Surgery. Why? We have been patients at the practice for many 
years and when Dr Holmes and partners retired we were apprehensive as to who could replace such excellent Doctors. However we 
couldn't be more satisfied with their replacements. Dr XXX, with whom we have had most dealings, is a knowledgeable, dedicated, 
caring and reliable Doctor in whom one can have complete confidence this is a most important asset in medic. I am sure the other 



Doctors are equally so. Having been a Drs receptionist myself I am aware of the stigma that be attached to this profession. However 
Justin is a conscientious, classic professional and subsequent receptionist have followed suit and top marks to them all. I don't believe 
anyone really "likes" going to the Drs, all reasons being different but the North Road Nurses have a wonderful way of making people 
feel at ease, alleviating any fears one may have. When we hear the constant “horror" stories of other practices we feel very privileged 
in being part of an innovative and futuristic practice with dedicated team.  

Excellent service and health care 

I do not ever have to wait to long for appointment I am always seen in excellent time the staff are always pleasant and quiet helpful 
GP's and nursing practice are excellent nothing is too much bother.  

I am extremely satisfied with our GPs and nursing practice and the rest of the team behind the reception they do a wonderful job witch 
can’t be easy for them, I never ever have problems in getting in to see a doctor when I need one.  

Excellent service staff very good, pleasant and so helpful 

Patients can get an appointment, not so at many other surgeries. Everyone here is kind and efficient, I'm glad I changed to this 
practice. 

Very happy with this GP services, children are seen quickly. 

Always get a pleasant helpful response.  

Would it be a good idea for the practice to employ a “nurse Practitioner  " They would be able to see less acute patients, minor 
ailments and this would elevate pressure of GP'S. Walk in centre and many GP practices have identified a window for this!! More 
efficient less wasting time to see a clinician. This patient has probably see a Nurse Practitioner in another Practice – and indeed our 
GP’s realised that this role would enable us to increase appointment access and our new Advanced Nurse Practitioner (ANP) – 
Joanne Collins joined or team in March 2015. ANP’s work as part of the GP team- they prescribe medication, diagnose illnesses and 
can refer you for tests and hospital treatment. Joanne has been very well received by our patients. 

As they're friendly and provide best care, always given appointment when needed and can share all worries with them and best for me 
is we have a female doctor who is very kind and I feel confident speaking with her.  

Compared to South Kirklees, this is the best service I have ever had. Staffs are supportive and always willing to help and appointments 
are east to get.  

Can't see nurse of choice for BP ETC. Don't receive adequate service like I did before.  
We fully understand and try to support patients who have built up trust in a member of the clinical team and realise that changes 
can be disruptive and upsetting and we will always try to support our patients to access the right clinician. We have a larger team of 
highly trained clinicians who deal with certain elements of your care. Our Nurses work with the Doctors to manage complex long 
term conditions and routine patient screening and monitoring. They are supported by two highly trained Health Care Assistants 
whose role is to take routine BP and bloods etc. this gives the patient swift access to appointments and does not tie up Nurse 
appointments that are needed to deliver treatment, reviews and care planning for patients. 
We fully realise that patients appreciate continuity of care but we have to balance this by offering the most appropriate and 
efficient access to services. 

Better than local surgery nearer to home 



I have always received excellent treatment from Dr. XXX, his partners and practice staff over a long period of time. The introduction of 
the on line system is of great benefit.  

Many thanks to Dr XXX and staff for an excellent service always. 

I have always been happy in this practice, with polite efficient care and consideration.  

I have been coming for a dressing on my back. All of the practice nurses have been excellent 5 star. 

Appointments always on time and a pleasant experience. Very confident in Dr XXX who treats me as a person rather than a numbered 
patient.  

I use online booking and there is good availability of appointments. The Doctors are polite, professional and caring. The staff are all 
very helpful, especially the male receptionist. The premises are clean. Most of the time the clinics run on time.  

I have always had an extremely positive experience with North Road Surgery. I have never experienced any issues booking 
appointments due to the effective appointment booking systems in place. I have always felt valued and cared for as a patient and 
completely trust all the staff in the practice. I would recommend the practice to all my friends and family. 

Staffs always go the extra mile and treat me like a human being. In fact I wish I knew how to make a compliment official but all I can 
find is the complaints procedure.  

Lack of car parking. 

Rude staff (some). Bad times for appointments. Need better phone manning on a morning. Not worker friendly  
Oh dear we are always concerned if a person feels that they have had unsatisfactory service. 
LETS HELP HERE 
Our appointments start at 8.05 and we have two extended evenings for appointments to enable patients who work. Services may 
soon be expanded to offer 8am to 8pm or 7.30am to 7.30pm opening times which may further assist patient who work. 
We extended our reception team and have a minimum of three receptionists manning the phones, 4 at peak times – we cannot 
operate like a call centre and our lines are very busy first thing in a morning. 
How we can help you to help us deliver more choices of accessing services - We would encourage all patients who have access to the 
internet to register for online booking which will reduce traffic on the phones. Registered patients for internet services can also 
download the online app so they can book on the go which would certainly help this patient. We are working had to provide 
different methods of access to meet the needs of our patient population to take traffic off the phone lines. DID YOU KNOW THAT ALL 
ONLINE PATIENTS CAN NOW ASK A QUESTION VIA THEIR SECURE LOG ON INSTEAD OF HAVING TO RING THE PRACTICE FOR 
EXAMPLE. 
We have an open plan office and this enables our senior team to monitor staff service performances; we do not tolerate rudeness to 
patients, curt or off handedness please be assured that if we feel that any of our team falls below the standards we set we work 
with that team member to improve their performance. 

Always a friendly and efficient service. 

Am totally satisfied with this practice. 

I have always received an excellent service treated with respect listened to and made to feel valued and not a time waster. 

My mother was Dr xx patient she had to see Dr XX for a condition that had been treated by Dr XX the treatment received by  



Dr XXX was excellent and she can’t praise him likely enough. 

Accurate diagnosis of complex condition and superb support leading to comprehensive control of symptoms.  Less severe health 
problems dealt promptly.  Web facilities speedy repeat scripts.  Unfailing friendly & reliable service. 

Registered with practice for over 40yrs, through all the changed this practice has always been very professional & understanding. I was 
unfortunate to be diagnosed with Rheumatoid arthritis in my early 30's I have had several major joint replacements, managing to work 
full time to 60,  I am now approaching 69 and through all the changes this practice  has been brilliant!  I am now approaching 69 and 
can't fault them, special mention to my doctors and the nurses.  First class practice. 

I always get sympathetic treatment by all staff. It is a modern forward looking practice who strive to give a good service at all times. 
Thank you. 

I miss Dr XX but I am getting used to everything and everybody is very nice and helpful it takes time after 19 years with the same 
Doctor  

Always had good care when we come to see the doctors. No problems or complaints from me or my wife.  

Practice has given us every service needed for over fifty years. Staff pleasant. 

Very happy with service. 

Very friendly and helpful.  

Excellent service, excellent people, very good 10/10. 

Very efficient and caring.  

Comfort 

Excellent care and attention from all the staff and the Doctors are marvellous.  

Very good service. 

We always get good treatment.  

I have always come here and always been helped with everything.  

Very good. 

Good follow up practice, would like to see Dr XXX quicker if needed. Explain all procedures including how to take new medications. 
Nurses are also very good.  

Dear sir, we would recommend for our family and friends for v. good service they are providing. Thank you. 

After a short term in hospital in January I went to my doctors for a follow up blood tests and the staff in reception was so helpful as 
was the nurses and doctors, its March now and I'm feeling much better so  a BIG THANKS TO ALL THE TEAM.  

Friendly, efficient practice.  

Happy with Dr XXX's care. 

Everything satisfactory with treatment very polite and helpful.  

They have been my practice now for many years and I have never had a problem with them.  

The reason for this is I suffer with asthma when I need an appointment they refuse to give an appointment. Instead they give a 



prescription without checking. The prescription was wrong.  
If the patient who submitted this comment reads this reply please I would urge you come and speak with me so we can help you and 
take further details about what happened. I have logged these details as part of our clinical incident processes we have logged this 
and have informed all team members, we will be investigating on the limits of information given – let me stress what the practice 
procedures are – Asthmatic patients are not refused appointments for any concerns with their Asthma – Patients will be most likely 
booked to see a Doctor immediately with acute Asthma concerns. PLEASE TELL THE RECEPTIONIST IT IS A CONCERN RE YOUR 
ASTHMA OR YOUR ASTHMA MEDICATION WHEN YOU CALL. 

Best Doctor's practice in the area would not leave at any price.  

Wonderful practice, kind and considerate, great care and easy to get an appointment.  

I have been with this practice since birth and have always received nothing but the best, particularly now with Dr XXX and Nurse XXX, 
who have seen me through two concerns SUCCESSFULLY. 

Low wait time, polite pleasant Doctor.  

 

 

 

 

 

 

 

 

 

 

 

 

 



FRIENDS AND FAMILY TEST 
I have provided some feedback in bold as a response to some of the comments where patients have made some excellent suggestions 

or their experience has not been positive and feedback I think may be of interest to patients. 

 “How likely are you to recommend your GP Practice to friends or family if they needed similar care or treatment?” 

WHAT YOU TOLD US DECEMBER 2014 TO DECEMBER 2015 
WHAT YOU TOLD US DECEMBER 2014 TO DECEMBER 2015 

165 27 11 2 3 

79% of patients are 

extremely likely to recommend 
our Practice to their Friends 

and Family 

13% of patients are likely to 

recommend our Practice to their 
Friends and Family 

5% of patients are neutral 

about recommend our Practice to 
their Friends and Family 

1% of patients are unlikely to 

recommend our Practice to their 
Friends and Family 

2% of patients 

are extremely 
unlikely to 
recommend our 
Practice to their 
Friends and Family 

While we are highly delighted with the feedback patients have kindly taken the time to do  
 

Many thanks for some positive suggestions which we have acted upon – patients have great ideas 

so please do feel that you can let us know about your ideas and we will always do our best to act. 

 
 
 
 
 

×Were the patient has had a negative experience I would always encourage them to raise their 

issues  with one of the Senior Team – we will always endeavour to resolve issues and difficulties as 
quickly and satisfactorily as possible 



YOUR COMMENTS – May 2015 to December 2015  
(If any patient would like to view the previous comments that were displayed for patients Dec 2015 to April 2015 please ask for Justin). 

I always get respect from all the GP's when I come. 

Very good service. 

I am a visitor to Mirfield and required unexpected treatment. I received this very promptly and the service was excellent. Thank you to  

Dr Sharmala and all staff. 

This practice and the GP support is excellent, difficult to improve excellence. The demands on the service however mean that it is difficult to 

get appointments with ones GP in the short term.  

No comment left. 

No comment left. The  patient ticked the  ‘unlikely to recommend us to another family or friend’ so I cannot help or comment here 

Always pleasant and very good Doctors. 

No comment given. 

Everyone is efficient friendly and can't do enough, the nurse fitted us in so no need to return in the afternoon. 

Too hard and long wait's to see Doctors wish Dr Unni had never join up. 

We fully appreciate that such a big change as a Practice Mergers its always going to take time for things to settle down especially with so many 
changes and more than one clinician available to see. Dr Unnikrishnan had very strong relationships with his patients and I would encourage any 
patient who is new to us to always as to speak to one of our senior team so they can express what they are finding difficulties with so we can 
help them to a much more positive experience and also how to access service quickly. 

Very good with everything, appointments. 

Used this surgery for 20 years and always been treated well, I have no complaints.  

Excellent customer service, brilliant Doctors.  

Been here a lot of years never had much problem. 

Very good practice. 

Efficient text message service. 

Very helpful by all at practice.  

I was very happy. 

Doctor Chandra + nurses ( Zoe especially ) are brilliant. Helpful, understanding, professional and I could not ask for more. Staff on reception 

are very good also. An absolute credit to the NHS. Grateful thanks.  

Brilliant Drs first class service. 

Because I attend this surgery and could never find fault or a reason to complain the practice is excellent.  

Fun and friendly service, but no coffee machine.  

Working with our PPG we asked the buildings management if this would be possible but we are informed that as there is no dedicated area 
suitable health and safety prevents this. 



Dr Chandra is a very caring Doctor. Every time we come he makes us feel at ease and tries to resolve the problem ASAP. 

Change was very difficult to accept when Dr Unnikrishnan was unable to continue as my G.P, but the change of G.P practice has been 

extremely positive. The service is efficient and professional and the care and treatment I receive is excellent. I cannot speak too highly of the 

practice and Dr Chandra. Thank you.  

We are really glad to hear this patient has indeed had a positive change experience unlike the patient above again we are her to help everyone 
please feel that you can always speak with us. 

Why is there no hand gel for patients.  

Oh many thanks to this patient for raising this – we were instructed to remove all hand gel we provided as the bottles posed a H & S risk so after 
some time we have now managed to provide a free standing dispenser for patients to use – many thanks to this patient for raising this and we 
have been able to get a positive outcome. 

No comment given. 

Great surgery always go that extra mile for patients 

I always recommend Dr Chandra and this surgery because they are the most helpful team. I feel that it is a very personal service. 

Kind, helpful and considerate. The best practice, it is possible to have. 

Booking appointments on line has been a complete success; the attention I have received has been excellent. 

We are really pleased that this has been well received by patients and has been a major step forward in helping patients. If you would like to 
know more about our online service access please speak to any of the team who will help you get started and if you have any problems then 
Rachael Atkinson is the person we have dedicated to help you if you have any problems once you are set up – if you have access to the internet 
then registering for our online services will be a real asset for you as many more are being added. Patients can already order repeat medication 
they can also ask routine questions which saves them a phone call and during 2015 online access to your patient summary care record was made 
available and shortly access to your read coded medical records, test results etc. It is easy to set up so ask us today. 

Treated well. 

Always very happy with treatment from both Doctors and staff. All very caring and happy to help where ever possible.  

Everybody (without exception) goes the extra mile. I feel like an individual, not just a number, and I feel like I have a say in my care and I'm 

well updated on results and progress etc. It's extremely rare that my expectations are not only met, but exceeded too. A  busy woman of 

working age, in a job which I can't just up and leave whenever I'd like to, I find the practice do their best to accommodate my chronic and 

urgent health issues, in a way that doesn't interfere with my job. I wish the hospitals performed as well as this practice does.  

Many thanks to this patient for taking the time to give us this feedback – our Practice culture is, ’that we are one team with one vision, which is 
working together to improve health outcomes’ and this feedback demonstrates all the team do their  utmost to live our statement. 

Brilliant friendly practice, give good advice. 

This is the finest surgery in Yorkshire nothing is too much trouble and all the staff nurses etc are wonderful. I feel very lucky compared to many 

others.  

A very good practice, Dr Chandra has been very helpful and supportive.  

On behalf of my wife and I who are now in our elder years and subsequently in need of a little more medical attention than when we were 

younger, we would like to complement our doctor and their team of doctors’ nurses’ receptionists and staff for the excellent front line medical 

service they provide to the local community. Both by personal experience and observation we feel that they all conduct themselves in a very 



professional and caring manner, as a result of these undoubted qualities we do feel it to inspire patient confidence and trust. many thanks to 

all at north road suite  

Once again our thanks as per my above feedback 

Both nurses I saw today were wonderful, they put me at ease and explained everything to me. They answered all my questions and were 

friendly.  

Not answering phone after 15 minutes wait.  

One of the key areas we have worked on over the past few years has been the phone access improvements and I wonder if this is a one off event 
or if this patient has this consistent experience? We recently found a glitch in the system which led to some patients hanging in mid-air thinking 
they were waiting to be answered but the call went in to no man’s land – this has now been corrected after a patient alerted us to this once 
again I would encourage patients to let us know when things like this happen we can then investigate immediately and take some action. 
In 2016 we will (hopefully) have new system installed that will not only meet current needs but also enable us to introduce further improvements 
that will improve patient experiences for phone access. 

Very helpful, excellent listener takes your concerns seriously. Very happy with the service first class! Long may it continue.  

I would like to be assigned to Joanne Collins permanent I know I can see a Doctor if I need to but as far as I am concerned Joanne is a 

Doctor. The lady puts my health interests first I feel comfortable and trust this lady she is a great acquisition to the practice.  

Wonderful and I have fed these comments back to Joanne who is our new Advanced Nurse Practitioner (ANP) who works as part of our GP team 
she can diagnose illness, prescribe medication and refer patients for further investigations or treatments. Patients had fed back to us that in 
some other local surgeries they had been registered with had ANP’s – we had been considering this and the Partners decided to employ Joanne 
who has been very well received by patients. 

Excellent service, friendly and fantastic staff from reception throughout. I am so glad I chose this practice when I moved here. 

Never get appointment when I always have to wait 2 weeks. 

I suspect that this patient wanted to see a particular gp and it is very unusual that any patient would have to wait more than 7 days for a 
particular GP – perhaps they were on leave – again we need patients to speak to one of our Senior team if they encounter problems. 

Always been ok with me very polite. 

No comment given. 

No comment given. 

Friendly and helpful. 

Everyone's such a great team and a friendly bunch! Been here since I was little too! Doctors are all nice too.  

Absolutely first class from all staff. Reception helpful and organised. Nurses don't hurt when taking blood. Doctor's fantastic! 

No comment given. 

Because they are very good Doctor's and very friendly.  

Always had excellent treatment. 

No comment given. 

Very good practice, lovely staff. 



No comment given. 

Good Doctor.  

Dr Arief very caring and he listened and talked things through thoroughly.  

Dr Arief is our regular locum GP and he has been very well received by patients. 
All staffs are very efficient. 

I find this surgery very good. 

Very friendly and caring staff. 

Very good. 

Jokes time wasters. 

This comment does not help us to help this patient with whatever difficulties they have encountered but we do not leave any comment made by 
a patient. 

Poor The  patient ticked the  ‘unlikely to recommend us to another family or friend’ so I cannot help or comment here 

No comment given. The  patient ticked the  ‘unlikely to recommend us to another family or friend’ so I cannot help or comment here 

Very good practice doctors and staff. 

They take good care of you.  

Highly satisfied with medical service and personally received.  

Good Doctor's, long time for appointments though. 

Great receptionists, great help, pleasant Dr's. Good overall service.  

Great practice, lovely staff. 

Very good service you can ask for. 

 

Took two hours to print a letter out.  

This would depend on what letter this patient was seeking a copy of and they may not realise that the staffs have to follow certain laid down 
procedures that we are duty bound to follow this is for patient protection and to fulfil our legal obligations under NHS guidance. 

Fantastic service, great staff, great practice. 

Doctor's very good. 

I have always been satisfied with the care I have received which ever doctor I have seen. 

I am always completely satisfied with everything. 

Good appointment system, good reminder texts and good treatment. 

They are very understanding with my needs, the Dr Is great and will make every effort to see me if I have any problems. 

Very good surgery, very helpful staff. 

 

 

 



The practice is excellent and takes good care of my father. I would have rated it higher if the car parking was better. There are insufficient 

spaces and we have seen the factory operatives using the spaces. 

So sorry we have not been able to resolve this and are now unlikely to unless there are significant changes in the attitude of certain external 
authorities – Dr Chandra Elaine our Practice Finance Manager, Julie from our PPG and I have worked tirelessly on this as did Mitie Management 
services in eventually getting planning permission for 7 extra spaces only but funding is not available to at least ease this. It is impossible to 
police the car park GP’s who need access in and out through the day often find their spaces taken or they are blocked in. We keep trying and we 
have raised this previously with the Local MP. We have discussed this at our last PPG meetings and Zahid is going to raise this matter again with 
the new Local MP during 2016. 

Good practice but needs better car park and appointments. 

After long term digestive problems I was advised to have endoscopy which did reveal an infection for which Dr Chandra gave me 

medication. 

I have been registered with this practice since I was a child, I'm now very middle aged and have moved around a bit but always been glad to 

remain with this surgery. All the staffs are always friendly, polite and helpful. They have definitely improved their service since they moved from 

North Road, the only slight moan I have is I can’t always get an appointment as soon as I'd like, but I guess they too are entitled to holidays! 

I would encourage this patient to register for online services where they can see availability which may be more helpful to them especially if they 
prefer to see a particular GP 

Like seeing same doctor who knows me and family. 

Very happy with everything all treatment.  

The staffs here are jolly nice and very helpful at all times. The young helper today was very nice indeed. 

Whenever we come to see Dr Chandra we always get a very good response from him. He is the best we always feel a lot better after seeing 

him :). 

Lovely Doctor really good. 

Good surgery, good staff.  

All staff are extremely helpful and friendly. 

I don't come here a lot but I have a appointment so this is why.  

Always been happy with my medical care. 

Very good practice  

The doctors look after me and my wife very well. 

Service is excellent at this practice, lovely staff. 

Great surgery.   

Efficient!   

Never had any problems personally. 

Help us and convenient.  

Dr Raj fantastic as always.  



Very good practice always helpful. 

Very good practice, always helpful.  

My father came to see Naomi she was absolutely fabulous with him and I just wanted to say thank you and to pay her a huge compliment - 

outstanding customer care. Thank you. 

It’s nice to get a comment about a new team member – Naomi has just joined our Health Care Assistant Team from a Senior Position in a care setting. 

Good service and very caring.  

Service very good, staff great! 

Been at North Road since birth, have received a high level of trust with both Dr's and some staff. 

Brilliant surgery. 

Would recommend this practice to anyone. 

Good service, good staff, helpful.  

Very satisfied with Dr Chandra excellent service from all the staff.  

Always had good care at this practice.  

Good doctors, easy at getting appointments, friendly staff. 

Pleasant doctors, pleasant staff.  

Nice caring staff. 

Appointments are on time and appointments are given when they are needed. Staffs are very good and professional.  

Because I come most months and my baby brother comes often.  

Good surgery, professional staff.  

Always get very good service. 

Friendly service, great doctor's. 

Receptionist was very helpful with me; she was very friendly and polite.  

Find the surgery very helpful, staff great! 

Great Doctor 

Helpful, clear. 

Great service, good doctors - great receptionists. 

Excellent all staff! 

I have been with the practice for a very long time I have had the best treatment and help that I could receive. 

Waiting too long to be seen. 

Friendly staff & Doctors. 

Good service, nice staff, friendly. 

 



Hard getting appointments!  

We are doing an appointment patient survey so we can re-evaluate our capacity and demand and also analyse what type of access 

different patient groups require – more in 2016. 

Again I would encourage patient to register for online if they have access to internet or speak to us about our appointment system so we can ensure 
they get the best possible outcomes for improved satisfactions – WE ARE HERE TO HELP. 
Good service, always helpful staff. 

Good service. 

Helpful, clear. 

Great service, good doctors - great receptionists. 

Excellent all staff! 

I have been with the practice for a very long time I have had the best treatment and help that I could receive. 

Waiting too long to be seen. 

Friendly staff & Doctors. 

Good service, nice staff, friendly. 

Hard getting appointments! 

Good service, always helpful staff. 

Good service. 

Had my consultation with Nurse Collett and she was an angel. Very informative and helpful. All staff here are lovely. 

Good, helpful, kind staff. 

 

 
 
 
 
 
 
 
 
 
 
 



WHAT’S NEW HOW WE ARE DEVELOPING AND ENABLING YOUR FEEDBACK 
 

From December 2015 we have extended our Friends and Family Test to enable more groups of people to feedback to 

us so we are enabling Children and their parents, patients who have a learning or mental health disability to access 

feedback forms in a suitable format to enable them to do this. 

 

Children get a chance also to draw is a picture along with their feedback experiences and we will display them so they 

can see them on the FFT notice boards. 

 

Finally on behalf of the entire Practice Team here at NRS I want to thank all patients for their feedback which has been 

overwhelmingly positive and to those patients too who, on occasions, feel their patient experience has not met their 

expectations. I would strongly encourage these patients to always speak to a senior Team Member in the first instance, 

so we can listen to them and rectify what has gone wrong and share this with the team. We can always improve and we 

need all feedback to enable us to do this and develop. It also provides us with the opportunity to explain why, 

sometimes things have to be done in a very specific way and why – patient safety has to be placed at the heart of all 

that we do and this has to take priority over convenience and on some occasion’s patient’s unrealistic expectations. 

 

We are a very committed team and we have a very strong Patient Participation Group (PPG) who has helped us 

enormously. 

 

Commencing in 2016 patients will have the opportunity to speak with the PPG members so they have direct access to 

them. It’s not the intention for the PPG to handle complaints, it is to gather feedback on what matters to you, gather 

ideas to help us develop services to deliver care close to patients here in the health centre and to enable PPG 

members to help us sign post patients to services they might not be aware exist here in the Practice or in the Locality 

which they may benefit from for their overall care. 

 

In the meantime please do continue to give us your constructive feedback. 

 

Happy to help always –when you are happy we are happy. 

Lynne Bolton – Practice, Practice Development and Personnel Development Manager on behalf of all the NRS Team. 

 

 


