Regent House Surgery Friends and Family Results March 2025
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Verbose Responses
	
	Comment
	Comment can be public
	Action
	Date completed

	1
	All ok
	Yes
	Positive feedback shared.
	9.4.25

	2
	Everything ok
	Yes
	Positive feedback shared.
	9.4.25

	3
	To get appointments quicker.
	Yes
	Thank you for your comments; the number of appointments we offer is in line with our funding and resources.
	9.4.25

	6
	Sort out the reception area. It is too small there is no privacy and you details can be heard.
	Yes
	We take on board your comments; we have plans for the front desk in reception.  
	9.4.25

	8
	All good, parking can be an issue but I always find somewhere relatively close by .
	Yes
	Thank you for your comments; we agree parking can be an issue. Unfortunately, it is out of our control.
	9.4.25

	9
	Bigger car park
	Yes
	Thank you for your comments; this is out of our control.
	9.4.25

	10
	To not have to be sat so close together with other patients in the waiting room , on my last visit the chap sat behind me was actually coughing onto the back of my neck.
	Yes 
	Thank you for your comments; the waiting room can be a challenge with limited space. We will certainly attempt to spread the chairs out where possible.
	9.4.25

	11
	Nothing
	Yes
	N/A
	9.4.25

	12
	It’s the same answer following every visit, the standard of care and service is excellent and I don’t really know how you can improve
	Yes
	Positive feedback shared.
	9.4.25

	13
	Time management
	Yes
	Thank you for your comments; I assume this is in relation to waiting times. We do try to run smoothly and keep timings best we can. Patient care is paramount to us and at times this can mean appointments run over the allocated slot. We would appreciate your patience with us.  
	9.4.25

	14
	Nothing, the doctor was very patient I didn't feel rushed which sometimes feels to be the case.
	Yes
	Positive feedback shared.
	9.4.25

	16
	Can't think of anything thing different the receptionist are good one thing I don't understand is if I ring in morning as the surgery as just opened and be about 16 in queue???
	Yes
	Thank you for your comments; we are aware our phone lines are at peak at 8am. It is our aim that only patients who require a same day appointment contact at that time.
	9.4.25

	18
	Nil, excellent service. Great practice thank you
	Yes
	Positive feedback shared.
	9.4.25

	20
	No change required.
	Yes
	Positive feedback shared.
	9.4.25

	21
	Thank you for your excellent care.
	Yes
	Positive feedback shared.
	9.4.25

	22
	Nothing
	Yes
	N/A
	9.4.25

	23
	Nothing
	Yes
	N/A
	9.4.25

	27
	None
	Yes
	N/A
	9.4.25

	28
	Nothing
	Yes
	N/A
	9.4.25

	31
	Nothing to improve. When I made the appointment the receptionist was very kind and Dr Maryam was excellent as usual and also very kind and helpful.
	Yes
	Positive feedback shared.
	9.4.25

	32
	Nothing could be improved upon as Nicola the Practise Nurse is a lovely, caring, kind & patient lady. She really LISTENS & makes me feel at ease & is very thorough
	Yes
	Positive feedback shared.
	9.4.25

	33
	I would change nothing fantastic service.
	Yes
	Positive feedback shared.
	9.4.25

	34
	Nothing. So many of the problems in the past have been dealt with and the overall experience is so much better. May I compliment most of the reception staff on their friendly demeanor and helpful advice. Dr Brennan was so caring and kind. I felt listened to and cared for. Thank you.
	Yes
	Positive feedback shared.
	9.4.25

	35
	Only praise for the way I'm treated and looked after by everyone, thank you
	Yes
	Positive feedback shared.
	9.4.25

	36
	Nothing
	Yes
	N/A
	9.4.25

	37
	nothing
	Yes
	N/A
	9.4.25

	38
	To see someone I know
	Yes
	Thank you for your comments; patients can request a specific clinician at the time of booking, the team will check availability. 
	9.4.25

	39
	There is nothing i would change. All their staff are amazing.
	Yes
	Positive feedback shared.
	9.4.25

	40
	Absolutely nothing. The staff at regent house are amazing.
	Yes
	Positive feedback shared.
	9.4.25

	41
	The reminder, sent on Friday prior just said my appointment was for Monday 10th at 10.30. It didn't tell me who it was with, nor that it was F2F - as I had asked for a phone call, I waited at home for the call, and consequently missed the F2F.
	Yes
	Thank you for your comments; we will explore the level of control we have and attempt to make improvements with reminders. 
	9.4.25

	43
	Can’t think of anything
	Yes 
	N/A
	9.4.25

	44
	For the electronic booking in machine to be working as the queue can be long and slow.
	Yes
	Thank you for your comments; technical faults on the machine are out of our control and equally puts the team under pressure. When we are aware of any issue, it is reported and we try to resolve it as quickly as possible. 
	9.4.25

	46
	Nouthing at all, great service
	Yes
	Positive feedback shared.
	9.4.25

	48
	Make it easy to get a walk in pointment
	Yes
	Thank you for your comments; this model of healthcare would no longer work in current times. 
	9.4.25

	52
	Nothing excellent care as always
	Yes
	Positive feedback shared.
	9.4.25

	54
	No changes, service and explanation of what was going to happen was excellent.
	Yes
	Positive feedback shared.
	9.4.25

	56
	I have allways been pleased with all aspects of care I received from surgery
	Yes
	Positive feedback shared.
	9.4.25

	57
	I think that the Current care and treatment Regime provided by Regent House is more than good enough, and better than my wifes different GPs provide. I have had a number of issues over the last 3 years due to T2 diabetes/ strokes and eye issues. I have been particularly impressed at the pity of responses and the standard of advice/treatment provided, not only by a number of GPs but also by the nursing team, particularly sister Shepherd, who deserves a special mention . Thank you Paul Jackson No
	Yes
	Positive feedback shared.
	9.4.25

	58
	No changes needed. Excellent care and advice.
	Yes
	Positive feedback shared.
	9.4.25

	60
	No change quite satisfied
	Yes
	Positive feedback shared.
	9.4.25

	61
	nothing
	Yes
	N/A
	9.4.25

	62
	Nothing that I can think of. I booked Monday, was seen Thursday and in a timely manner and Dr Richardson was helpful.
	Yes
	Positive feedback shared.
	9.4.25

	63
	Nothing. Doctor is always very nice. Always listens and very helpful.
	Yes
	Positive feedback shared.
	9.4.25

	64
	Nothing
	Yes
	N/A
	9.4.25

	65
	If appointment is going to be late please advise patient
	Yes
	Thank you for your comments; unfortunately, we are unable to manage this consistently. We display a poster to notify patients who have been waiting longer than 20 minutes to be seen to check with the team at the desk for an update. 
	9.4.25

	66
	None
	Yes
	N/A
	9.4.25

	68
	To be able to get seen quicker, when you are in a lot of pain!
	Yes
	Thank you for your comments; the number of appointments we offer is in line with our funding and resource.
	9.4.25

	70
	Nothing my care and treatment was great
	Yes
	Positive feedback shared.
	9.4.25

	71
	Live to a hundred!
	Yes
	Comments received 
	9.4.25

	72
	Nothing. Everything fine.
	Yes
	Positive feedback shared.
	9.4.25

	73
	Nothing ! Christine was amazing ,reassuring , and professional. please thank her for me :)
	Yes
	Positive feedback shared.
	9.4.25

	74
	I wouldn’t change anything. The visit was excellent.
	Yes
	Positive feedback shared.
	9.4.25

	75
	My care and treatment was fine
	Yes
	Positive feedback shared.
	9.4.25

	76
	To be seen by the correct person after booking an appointment. Recently had an NHS health check but needed to see a practice nurse. Booked this and the appointment was changed last minute. Made changes with work to accommodate this only to be seen by the same person who asked me to see a practice nurse, who is not a nurse or doctor. Was given another appointment, which I had to get transferred to a phone consultation due to work and timing. Seems to be a lot of time wasting and no consideration for people who work.
	Yes
	Thank you for your comments; I would be keen to investigate this further. Please contact the practice with your details and the dates of appointments. 
	9.4.25

	77
	Any follow up with your GP relating to a visit. This should be made at the time of the visit to maintain continuity. In other words, no need for 8am phone calls and guarantees seeing same doctor.
	Yes
	Thank you for your comments, we will discuss this in-house and review our process.
	9.4.25

	78
	Not having to call each morning to try and get an appointment with the doctor.
	Yes 
	Thank you for your comments; our appointments are released online too, and pre-bookable appointments can be booked at any time throughout the day (in line with our capacity) 
	9.4.25

	79
	Nothing
	Yes
	N/A
	9.4.25

	80
	Nothing
	Yes
	N/A
	9.4.25

	84
	No change needed as far as I can tell as everything about the service I get is first class, thanks to all the staff
	Yes
	Positive feedback shared.
	9.4.25

	85
	Since I am diabetic and entitled for free medication, the medicine to be provided free of cost. Which was declined by GP.
	Yes
	Thank you for your comments; I would need to have further detail to further investigate. If the item is an over-the-counter preparation that can be purchased it would be expected to be purchased, this is line with our commissioners and prescribing budgets.  
	9.4.25

	86
	As a visually impaired person some help finding the right door to knock on would be most helpful.
	Yes
	Thank you for your comments; if you require any assistance whilst you are at the practice please just speak to the team.
	9.4.25

	87
	Everything was OK l wouldn't change anything
	Yes
	Positive feedback shared.
	9.4.25

	88
	I was very happy with my treatment and wouldn't change anything
	Yes
	Positive feedback shared.
	9.4.25

	89
	Nothing Sister Hill was wonderful considerate empathetic and helpful regards going forward
	Yes
	Positive feedback shared.
	9.4.25

	91
	Mothimg
	Yes
	N/A
	9.4.25

	92
	Nothing. The Practise Nurse was highly professional and very amiable.
	Yes
	Positive feedback shared.
	9.4.25

	93
	Nothing really everything in my care that I needed provided, follow up tests and seeing doctor on same day.
	Yes
	Positive feedback shared.
	9.4.25

	94
	Nothing needs changing
	Yes
	N/A
	9.4.25

	95
	Nothing
	Yes
	N/A
	9.4.25

	96
	Nothing everything was excellent. The receptionist was very helpful & the Doctor was very respectful & helpful.
	Yes
	Positive feedback shared.
	9.4.25

	97
	Nothing at this moment in time
	Yes
	N/A
	9.4.25

	98
	my appointment was originally a telephone appointment, i then got a text saying to call the surgery and when i did they said it needed to be in person. so i booked that afternoon off work, drove from wigan ( where i work ) to chorley to come to the appointment just for then to say well there's nothing we can do until you have a scan so we're gonna send u for a scan. i was there for 3 minutes maximum, i said sorry is that it and the doc said yes, i asked why this wasn't just a phone call and why it had been changed and the doc said they didn't know why and it was nothing to do with them. so i wasted an afternoon of leave, petrol and my time for what could've been a 2 minute conversation.
	Yes
	Thank your comments, I am sorry for the inconvenience cause and your experience with us. 
I would be keen to further investigate this, please contact the practice with your details and date of appointment.
	9.4.25

	100
	I wouldn’t change anything.
	Yes
	N/A
	9.4.25

	105
	Nothing - as usual I was treated with the upmost care and consideration Dr Richardson was empathetic and helpful and as always kind
	Yes
	Positive feedback shared.
	9.4.25

	107
	Nothing all went really well The surgery is excellent every person I have dealt with have been helpful and very professional.
	Yes
	Positive feedback shared.
	9.4.25

	109
	Everything was fine. Unless you want to start giving out £20 notes, free of course.
	Yes
	Positive feedback shared.
	9.4.25

	110
	Everything was great
	Yes
	Positive feedback shared.
	9.4.25

	111
	Don't know No comment
	Yes
	N/A
	9.4.25

	112
	We are very lucky to have such a good practice!
	Yes
	Positive feedback shared.
	9.4.25

	114
	Nothing the doctor was brilliant
	Yes
	Positive feedback shared.
	9.4.25

	116
	Nothing
	Yes
	N/A
	9.4.25

	117
	Nothing. Dr Costa was great, listened to my concerns and didn’t rush me, even tho I know I took him well over his allotted time!
	Yes
	Positive feedback shared.
	9.4.25

	118
	Nothing
	Yes 
	N/A
	9.4.25

	119
	Nothing it was first class treatment
	Yes
	Positive feedback shared.
	9.4.25

	120
	No change
	Yes
	N/A
	9.4.25

	121
	Nothing to improve
	Yes
	N/A
	9.4.25

	122
	Absolutely nothing I was treated with respect and dignity
	Yes
	Positive feedback shared.
	9.4.25

	124
	Nothing.
	Yes
	N/A
	9.4.25

	125
	To be able to make an appointment sooner rather than have to wait for a considerable length of time. There’s been a number of times this has happened to me.When I queried this to the receptionist I was told that my doctor only worked part time.!! This is ridiculous considering the massive amount of patients we now have in the system. I, along with friends who are of a similar age group are equally distressed that once you get into your 70’s you’re invisible & your needs are not considered. People who have paid into the NHS for years are not being considered but the vast number of immigrants are reaping the benefits while we are suffering the effects.
	Yes
	Thank you for your feedback. Please be assured we do not discriminate any of our patients and no-one is invisible.
I am sorry to hear you have had difficulty in getting an appointment; the number of appointments we offer is in line with safe practice, resource and funding. If a patient has an urgent care need and we cannot offer an appointment, we advise 111. 

	9.4.25

	127
	Health Check questionnaire should include additional questions about your lifestyle eg current exercise etc.
	Yes
	Thank you for your comments; the data we gather on the questionnaire is contractual. 
New patients are welcome to book in for a health check; lifestyle would be covered at a review with clinician.
	9.4.25

	128
	N/a
	Yes
	N/A
	9.4.25

	129
	A more experienced gp
	Yes 
	Your feedback has been received, you will be aware we are a training practice. We currently have 2 registrars. Registrars debrief with a GP Partner.
	9.4.25

	130
	Nothing
	Yes
	N/A
	9.4.25




March 2025 Friends and Family results

Column1	Very good	Good	Neither good nor poor	Poor	Very poor	Do not know	184	24	7	2	1	1	
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