Regent House Surgery Friends and Family Results September 2025

	Very good/good experience 
(%)
(
%)
	Neither good nor poor experience 
(%)
	Poor/very poor experience 
(%)

	96
	2
	2




	  September 2025

	     149 Responses

			1935 Appointments

	       %	    8% Response Rate

	         94 Verbose Responses











Verbose Responses
	
	Comment
	Comment can be public
	Action
	Date completed

	1
	Everything ok
	Yes
	Positive feedback shared with the team
	20.10.25

	4
	Never any B12 injection availability on system to book myself ,always need to contact reception. This puts an unnecessary strain on them and usually a frustrating 15 minute wait on the phone for me.
	Yes
	Thank you for your comments, I am sorry you have not been successful in booking your B12 online; we do release our available slots on patient facing platforms. 
	20.10.25

	5
	Improve appointment booking
	Yes
	Thank you for your comments, we review our appointment booking frequently in line with our available resource. 
	20.10.25

	6
	Routine appointments need a shorter wait time 4 weeks is a long time
	Yes
	Thank you for comments, 4 weeks for a routine appointment is deemed as clinically appropriate. 
	20.10.25

	7
	A clock in the reception area
	Yes
	Thank you for your comments, we take them on board and plan to add to the waiting room imminently. 
	20.10.25

	8
	Nothing
	Yes
	N/A
	N/A

	10
	No changes needed. I was very happy with my treatment.
	Yes
	Positive feedback shared with the team
	20.10.25

	13
	Nothing, on the day appointment and wasn't waiting long, issue addressed clearly and swiftly
	Yes
	Positive feedback shared with the team
	20.10.25

	14
	Nothing we have a brilliant surgery x
	Yes
	Positive feedback shared with the team
	20.10.25

	15
	Nothing
	Yes
	N/A
	N/A

	16
	Nothing everything was perfect! Dr. Costa was excellent 10/10
	Yes
	Positive feedback shared with the team
	20.10.25

	17
	N/A- dr Costa has been brilliant with my daughter including her throughly throughout the appointment
	Yes
	Positive feedback shared with the team
	20.10.25

	19
	To get my pain under control
	Yes
	Thank you for your comments, please contact the surgery to make an appointment, it may be appropriate to refer you to the pain team. 
	20.10.25

	20
	Nothing
	Yes
	N/A
	N/A

	21
	Making my appointment was poor told I need to ring for my appointment. Yet my sister in law walked in like I had and made a appointment .seem rather sexis.
	Yes
	Thank you for your comments, I can assure you we treat all patients equally, without additional information of the bookings it is difficult to give a detailed response. 
	20.10.25

	22
	Nothing,on time, answered all my questions great service as usual.
	Yes
	Positive feedback shared with the team
	20.10.25

	23
	Nothing
	Yes
	N/A
	N/A

	24
	Nothing
	Yes
	N/A
	N/A

	26
	Very good experience. Friendly and professional.
	Yes
	Positive feedback shared with the team
	20.10.25

	27
	Good service
	Yes
	Positive feedback shared with the team
	20.10.25

	29
	I never got a diagnosis of what was wrong was just told a virus No investigation
	Yes
	Thank you for your comments, I hope the virus has now settled, it would be standard practice to advise you if your symptoms persist to book a further review.
	20.10.25

	30
	Access to a gp at any time not just 8am
	Yes
	Thank you for your comments, our routine appointments can be booked at any time.
	20.10.25

	31
	Nothing
	Yes
	N/A
	N/A

	32
	Nothing
	Yes
	N/A
	N/A

	33
	Nothing
	Yes
	N/A
	N/A

	34
	Nothing, she gave me plenty of space to ask questions and was super thorough
	Yes
	Positive feedback shared with the team
	20.10.25

	36
	My experience with my practice at regent house. Is brilliant. The Doctors nurses and staff are very very professional and helpful people 10 out of 10.
	Yes
	Positive feedback shared with the team
	20.10.25

	37
	Nothing
	Yes
	N/A
	N/A

	38
	Nothing
	Yes
	N/A
	N/A

	39
	Everything is perfect as I always get exceptional service from all the staff at the surgery
	Yes
	Positive feedback shared with the team
	20.10.25

	40
	Be able to to see your own doctor.
	Yes
	Thank you for your comments, you are welcome to request a specific GP at the time of requesting an appointment.
	20.10.25

	41
	Don't change anything at Regent House!!
	Yes
	Positive feedback shared with the team
	20.10.25

	42
	I didn’t know if you changed it could improve the service you already give
	Yes
	Positive feedback shared with the team
	20.10.25

	43
	Nothing to improve.
	Yes
	Positive feedback shared with the team
	20.10.25

	46
	Nothing
	Yes
	N/A
	N/A

	47
	Easier to book Appts.It is a nightmare trying to get thru at 8am.
	Yes
	Thank you for your comments, we recognise it can be difficult at times to get an appointment, we do our best with the resource that we have. 
	20.10.25

	49
	Nothing allways been pleased with my service
	Yes
	Positive feedback shared with the team
	20.10.25

	50
	Very well pleased
	Yes
	Positive feedback shared with the team
	20.10.25

	51
	Nicola is excellent
	Yes
	Positive feedback shared with the team
	20.10.25

	52
	Nothing
	Yes
	N/A
	N/A

	53
	None
	Yes
	N/A
	N/A

	54
	The waiting time to get an appointment is ridiculous, especially if you prefer to see the G.P. that you’re registered with. We all accept the problems within the N.H.S.but to have to wait a month to get an appointment apparently due to Dr’s only working part time at the surgery is bad.In the meantime a patients symptoms could increase or worse could happen.
	Yes
	Thank you for taking the time to share your feedback. We’re sorry to hear you were unhappy with the wait for an appointment. We understand it can be frustrating when you’d prefer to see your usual GP, though each doctor has a safe number of appointments they can offer. Please be assured that all our clinicians have access to your full medical record, so if your symptoms worsen, we recommend booking with the next available clinician to ensure you’re seen as soon as possible.
	20.10.25

	57
	Nothing, quick easy access, Dr Jess was excellent making sure I was listened too and explained everything to me fully. Thank you!
	Yes
	Positive feedback shared with the team
	20.10.25

	58
	N/a
	Yes
	N/A
	N/A

	59
	Nothing
	Yes
	N/A
	N/A

	60
	Nothing
	Yes
	N/A
	N/A

	61
	I would want the staff and doctors to accept that I know more about my medication than they do, I think it's wrong that the doctors can hold my medication hostage as they see fit. If there is a query on any request I make then the doctor should speak with me and not leave random messages with reception.
	Yes
	Thank you for your comments. On occasion, usually for safety reasons or if a review is overdue, a medication request may not be immediately approved. It is our protocol for the reception team to relay messages from the doctor, but please be assured that any clinical concerns or questions will always be directed by the doctor.
	20.10.25

	63
	None
	Yes
	N/A
	N/A

	64
	No change good experience thank you
	Yes
	Positive feedback shared with the team
	20.10.25

	65
	All went well.
	Yes 
	Positive feedback shared with the team
	20.10.25

	67
	Service was efficient and the nurse was excellent
	Yes
	Positive feedback shared with the team
	20.10.25

	68
	Excellent service as usual but i have concern about the layout of the reception and waiting area. The auto check in screen is in a ridiculous position and using the side window to speak to reception will increase confidentiality issues for patients.
	Yes
	Thank you for your comments. We believe the recent changes to our reception area have improved confidentiality by allowing patients to stand to the side when speaking to staff. The self-check-in screen was repositioned following a risk assessment, as the previous location caused queues that obstructed access to clinical rooms and the front desk.
	20.10.25

	70
	Nothing to improve
	Yes
	Positive feedback shared with the team
	20.10.25

	71
	On this occasion nothing at all. Ms Robinson was very engaging and efficient.
	Yes
	Positive feedback shared with the team
	20.10.25

	72
	Nothing
	Yes
	N/A
	N/A

	73
	Appointments made available without having to book @ 8.00.am!!
	Yes
	Thank you for your comments, only our same day appointments are released at 8am, the routine appointments can be booked at any time throughout the day. 
	20.10.25

	74
	Nothing I can think of
	Yes
	N/A
	N/A

	75
	Every thing was very good .no need to change anything.
	Yes
	Positive feedback shared with the team
	20.10.25

	78
	I consider myself very privileged to have a GP surgery that delivers such a highly quality of care. There are so many horror stories in the media of GP’s not taking their patients seriously and mis diagnosing symptoms, sometimes resulting in devastating outcomes for those patients. I have never felt “fobbed off” by any GP at regent house and I always receive the best service and care when I attend the practice from all the staff that work there.
	Yes
	Positive feedback shared with the team
	20.10.25

	80
	I didn't receive another note to say I was unfit for work.
	Yes
	Thank you for your comments, I am sorry to hear you did not receive something you expected, it is difficult to elaborate without further detail of how this was requested, if you spoke to a member of our team etc. If you would like to discuss further please contact the practice.
	20.10.25

	81
	Nothing both dr brown and the locum where excellent and explained everything to me.
	Yes
	Positive feedback shared with the team
	20.10.25

	82
	Like the informality
	Yes
	Positive feedback shared with the team
	20.10.25

	83
	Liaise with my daughter
	Yes
	Your comment is noted, if you would like to give permission for the practice to deal with your daughter on your behalf please contact us,
	20.10.25

	85
	Coffee machine
	Yes
	Thank you for your comments, this would not be feasible from a cost point of view and health and safety.
	20.10.25

	86
	Nothing to change after this visit Keep up the good work.
	Yes
	Positive feedback shared with the team
	20.10.25

	87
	Nothing
	Yes
	N/A
	N/A

	88
	No changes
	Yes
	N/A
	N/A

	89
	None
	Yes
	N/A
	N/A

	90
	Flu jab not available till day after
	Yes
	Thank you for your comments, it is difficult to give a detailed response without additional information. Our flu clinics commenced as soon as we had the authority to do so on 1st October
	20.10.25

	91
	All great
	Yes
	Positive feedback shared with the team
	20.10.25

	92
	Nothing
	Yes
	N/A
	N/A

	93
	Absolutely nothing
	Yes
	Positive feedback shared with the team
	20.10.25




September 2025 Friends and Family results

Column1	Very good	Good	Neither good nor poor	Poor	Very poor	Do not know	131	12	3	0	3	0	
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