Family and Friend Test Monthly Result
	In September 2023, 130 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 nor Poor
	Poor
	Very Poor

	 29
	28
	30
	13
	10
	20

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

· Talked to me with respect and understanding. 
· "I was expecting a phone call, I waited all evening and the doctor call but at that time I was in the bathroom, so, i missed the calls.  I called the surgery back straight away, but it took me too long to get through.  By this time the receptionist had told me the doctor had taken me off the list and I had to call again in the morning.  
· "I was seen in reasonable time.
· "The lady that saw me was very rude, unpleasant and unwelcoming. She had a very bad attitude and seemed that she did not want to be there. "
· Everything was perfect.
· Because you requested.
· the only negative was getting through on the phone! The receptionist was so helpful and very friendly! was seen on time with the doctor.
· Gp was very efficient showed good patient care and followed up from a previous appointment.
· Dr Louis made me an appointment to see her and also made me another to see another Dr 
· I felt heard and understood as a parent and I was taken serious 
· The doctor I regularly see is always polite and understanding
· A young man who I spoke to was very good 👍
· Because the doctor was polite & honest and gave. 
· The Home visit doctor made was very thorough he checked me properly and was very polite, I was referred for home visit by my GP at Heron which was very thoughtful of him and helpful as my mobility is very low at the moment and I'm struggling with a lot of pain. Thank you.
· Dr at Heron Practice is the best me and my husband see.

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

· Teach your staff to teach people with respect. 
· Appointments call should not be waiting more than 15 minutes.
· Call patient at appointment time and notify medication request has been accepted.
· Answer the phones quicker and improve the appointments.
· Booking appointment process needs improvement. Can't expect to book an appointment on the same day. It is difficult to manage with work in case one was not to get the appointment on the day.
· Appointment called is very long.
· Was honest and above all had a very processional attitude and was quick to tell me the problem and ways of  healing.. thankyou
· Me and my wife are still awaiting a blood test since last 3 weeks would appreciate if these were speeded up. So that our treatment can be started 
· Appreciate if doctors’ referrals were getting passed on quickly as me and my husband have waited over 4 weeks for a blood test and still awaiting on Community Nurses to contact us. This way treatment delayed.
· Wait is to long when ph them please cha that issue. 
· The staff to smile and not respond politely to questions asked. Thank you.
· Everything about dr raj he is verry good. 
· Just waiting for call to get through for an appointment Could be better.
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