Family and Friend Test Monthly Result
	In January 2024, 109 of our patients participated in the friends and family test.  Please see below for breakdown of the result and some of the feedback we received which has helped us to continue to review our services.

Use this link to see some of the actions we have taken in response to your feedback.
You Said, We Did – Heron GP practice

1. Overall, how was your experience of our service?

	
	Excellent
	Very Good
	Good
	Neither Good or Poor
	Poor
	Very Poor

	
	31
	18
	15
	11
	13
	21

	2. Thinking about your response to this question, what is the main reason why you feel this way?

· Lack of Doctors Appointments 
· First time I have had this much respect and quick service
· Can get appointments when needed
· How I was received from the reception to meeting the doctor
· The person I spoke to was very helpful
· Phones are not answered timely and waited 30 minutes 
· Dr L is brilliant with my 90 year old mum, listens to her. Always goes that extra mile.
· I had blood tests and have a phobia of needles, but the nurse was excellent and made me feel very relaxed
· Because I was swiftly attended to when I went there.
· Because I got all my questions answered and I got what I needed.
· The ladies at the reception were very nice and helpful...also contact with doctor💯
· I requested to have my bp check as I was feeling dizzy for the past few days
· Someone called from private number once and never called back - app slot was couple of hours one
· The practice made an appointment between 9and11. The doctor did NOT ring and it’s no use ringing you as no one answers the phone.
· Everything is good and friendly.
· How long it took to finally attend to me although might look at it that probably because it was Monday and first for resumption of school.
· Cut down amount of waiting time.
· Phone wiring system if after 30 minutes answer consider call back from gp.


	3. Please can you tell us why you gave your answer? 


· Train your receptionist- ask them to show empathy- sympathy- if someone waited 1 hour for call be answer then show some respect - also there is clearly lack of training - 
· Yes need more appointments and have enough staff to answer calls
· Feeding room not available So breastfeeding mothers has struggle.
· "A phone call asking me not to come in and not wait till I got there to turn me away "
· Not that I know everything thing is high standards. 
· Nothing that I can think of at the moment 
· Although it might be the fact that it was kids first day of resumption, it will be better when time of appointment should not be more than 10minutes of waiting because some might have to go to work and so on
· On this occasion nothing thank you 
· Booking appointments, we are spending hours waiting on the phone to be answered 
· "Everything is good and friendly Thank you very much "
· It was a 100%.
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