LEESBROOK SURGERY
RESULTS OF FRIENDS AND FAMILY TEST JANUARY 2024

We started collecting Friends and Family Test responses from patients again after a pause during the Covid pandemic. We would like to thank everyone who has taken the time to respond. Patients who have had pre-booked face-to-face appointments should receive a text message asking for feedback, please ensure we have your up-to-date mobile phone number, anyone is welcome to let us know how they feel about the service we provide by replying to the text message, using the link on our website or by completing a card (available at reception). 
There were 349 responses received back in January 2024.
We asked our patient’s.
Overall, how was your experience of our service?
					Number of responses		Comments
[bookmark: _Hlk136939723]Excellent					109				YES
Very Good					196                  	            YES
Good						29				YES
Fair						7				YES
Poor 						6				YES
Don’t know					2				NO

Below are some of the comments that we received:
POSITIVE:
	I submitted my issue online and got a same-day appointment. I did not have to wait long in the waiting room. 
The male GP took my concerns seriously, did not reduce my issue to my weight and automatically brought. 
in a chaperone. 

	Experience with GP was excellent

	Through and didn’t feel rushed 

	Very quick appointment time, friendly, understanding team 

	Called for an appointment and seen the same day. Clinician friendly and professional.

	Wonderful reception staff helped me to get an earlier appointment as I was concerned about my worsening. 
symptoms. Very kind and compassionate. Apart from a flu vaccination I’d never needed to visit the practice, 
the doctor I saw was very nice. 

	Seen on time. Nurse explained everything.

	Excellent staff, superb doctors and nurses. Extremely thorough. 

	My concerns were listened to 

	Excellent treatment from doctor, explained everything that I need to do. 

	Caring staff and excellent understanding 

	On the day appointment. No delay being seen. Dr was excellent. 

	I always get first class treatment and the practice nurse Debra is always very caring abs very efficient 

	I saw Debbie the nurse and she is so friendly and efficient 

	Prompt and efficient service 

	Such a lovely nurse.  Kind and professional 

	The nurse was reassuring kind and very good at her job.

	Dr Qureshi was excellent in explaining everything to myself in detail.

	The reception staff are always super friendly and helpful. I genuinely feel like they care. I also cannot fault. 
any of the doctors I have seen since I’ve been with the practice

	appointment time on time and staff are very pleasant and very efficient 

	Brilliant consideration and attention to my health. 

	The doctor remembered me and my problem

	The secretary who booked my appointments was very attentive and organised. Both doctors were 
informative, compassionate and I felt valued and listened to.

	Went to my appointment on time Debra the nurse was very friendly & efficient 

	The nurse Donna was on the ball and sent me to hospital would be nice to see reg doctor 

	Polite, Helpful and knowledgeable staff

	I called the surgery at 8am and was offered an appointment by 9am. Dr Qureshi was thorough and arranged. 
blood tests the same day and PN Debbie Hall squeezed me in at 2.15pm.  Both were very kind and professional 

	Checked my medical history, then had a chat to see what we could do.

	The receptionist and doctors are always helpful and go out of their way to help. This is an amazing surgery.
keep up the good work.

	All staff and doctors very caring professional and helpful

	So friendly and kind.

	Receptionist was friendly & helpful, doctor was great and listened well to our concerns and gave professional,
friendly and competent treatment

	Great service very thorough

	Doctor very good, reception very helpful 

	Adele was very helpful and went above and beyond, everything went well

	Nicole, absolutely superb 

	I thought the doctor was understanding and thoroughly helpful 

	Good follow up procedure

	Always helpful and feel satisfied with the care.

	Very caring ANP!  Was listened to, given a good examination and felt confident with advice given.

	Everything fully explained to me in a very professional and helpful manner, it certainly helped me relax and 
complete the task successfully 

	Very professional and satisfying 

	The doctor was trained in dermatology, so it was very helpful 

	Good staff

	Debbie the asthma nurse was thorough with me and very helpful 

	I felt listened to and my doctor was helpful with suggestions 

	Very Professional and also very helpful giving appropriate advice.

	No appointment but the Dr saw me anyway

	The Nurse was very friendly, patient and on time

	The Dr was empathetic about our current situation and how it affects both of us.

	Debbie my nurse is excellent in every aspect of her treatment of me

	I felt like we got listened too and came away with what we wanted 

	

	Was seen by Dr. Cecilia as a matter of urgency and treatment was extremely good

	Prompt and efficient yet always polite

	Very good service 

	Seen on time. Dawn was friendly and professional.

	I've had a great service when needed from all staff thanks 

	Unfortunately, due to a mix up I missed my appointment and when I rang to apologise the receptionist, Jane. 
was lovely and understanding. 

	The Dr listed to me 

	Dawn, was friendly, patient, gave good advice, knew exactly what to do in a very nice way.

	We saw someone and had the help we needed at that point

	Good advice given and thorough check done. Very approachable and caring 

	I spoke to two doctors yesterday and both of them listened to me then gave me precise information about 
my problems

	Sharon the nurse is so lovely and helpful

	Dr took enough time to check my daughter and explained what was wrong well. He kindly printed out. 
consultation text for me so that I can show it to school. 

	The nurse made me feel very comfortable.  As I was very nervous 

	Doctor was brilliant with great patient manner 

	Very professional and caring

	Excellent

	Never ever had any issues

	Quick appointment given, and was on time in waiting room

	Efficient service and friendly staff

	Very friendly reception, plenty of information displayed and a TV to watch which helps if doctor is running late,

	Sharon listened. Talked about my medication. Relaxed atmosphere.  

	Care was good and listened to regarding my complaint 

	Service was prompt and efficient 

	Your service is consistently superb 

	Dave was very informative and kind 

	Dr Cecilia has a great manner with children

	The surgery is very clean and pleasant. The nurse was both confident a calming in her manner; she was also. 
extremely deft and gentle with the needle. I hardly felt a thing. 

	Dr Ali was really good and explained everything 

	Great efficient service with good advice and treatment given 

	I thought the doctor was thorough, helped me a lot and felt much better after going 

	All questions answered

	Courteous staff, nurse consultation was very informative 

	First class communication and very helpful staff   

	Efficient, pleasant, easy.

	I was able to get an appointment and the GP really listened and helped me 

	Polite staff and friendly 

	Couldn’t get an appointment in the morning but was called back when one opened up

	Helpful and practical support 

	Progress on a long-standing problem.

	Very caring and helpful 

	I think you are one of the. Best surgery ive been to

	

	

	I was seen on time. The nurse explained medication and sorted my health issues. 

	Nurse Julie explained everything brilliantly with understanding 

	The receptionist and GP were phenomenal, very understanding and made me feel very re-assured. 

	The Doctor explained thoroughly the options available and provided me with very useful information and 
reassurance 
	everything went as planed

	Dr listened and acted straight away. He was very thorough

	Ease of getting an appointment, professional and on time 

	Quick and efficient

	I was seen before my appointed time and treated with courtesy.

	Felt listened to and advice was well considered. 

	I can normally manage to see a doctor within 24 hours

	Receptionist very helpful also the person that dealt with my appointment was very helpful 

	Appointment was on time and Doctor Cecelia was excellent 

	Appointment was on time and the examination and consultation with Practice nurse / matron Donna was. 
thorough very professional and friendly. 

	Helpful, pleasant, attentive and excellent care. After changing surgeries due to change of address, and with 
the right questions asked, I have now been provided with the right treatment and my health as a result. 
is much improved. I cannot that Julie (Asthma Nurse) enough for her first-class care. 

	Doctor on time and very pleasant. Sorted the treatment required quickly 

	Your receptionist was good and made appointment for me the same day, the lady Doctor was very good.
listened to what I had to say and examined all over? And prescribed the right tablets etc and I feel better.
already.im very satisfied and would like the name of the doctor so I could see her next time. thanks

	Receptionist was professional and most helpful 

	Right answer 

	Friendly and efficient staff

	Dr Cecelia listened to me and explained what my problem was

	Same day appointment and the doctor was helpful and had a great manner 

	The nurse did my injection and took my bloods. She was kind and friendly 

	Quick to get an appointment, pleasant receptionist and a nurse who listened. I felt that I’d been treated. 
professionally.

	I was pleased to receive an appointment so quickly and Doctors advice was reassuring

	Same day appointment. Felt welcomed and made at ease 

	Kept me up to date with appointment

	Good service from Debra

	I got seen the same day as I rang 

	Good service

	Dr. Ali is polite and listens to you. Excellent doctor

	The doctor listened and gave me the appropriate medication 

	Looked after very well 

	The doctor was very thorough and explained everything and the receptionist was very helpful 

	Got an appointment on the same day. Feel confident in the doctor’s ability. 

	Thorough examination, friendly and informative

	Same day appointment, friendly reception staff. GP gave excellent care.

	Prompt response to any queries 

	

	Debbie was very understanding. 

	Kept to appointment time. Thorough consultation with follow-up after one week

	Staff both medical and admin very polite and knowledgeable 

	Staff pleasant and friendly. Dealt with my request efficiently. 

	Doctor very polite and helpful, arranged for me to see physio

	From Sharon the nurse to DR. Ali and Dr Murphy I felt they are genuinely interested caring and put me at ease

	Quick and prompt service 

	Phone answered quickly very nicely operator.

	Excellent care and attention from the doctor 

	Listened to me, thorough.

	Appointment on time. Doctor very good and I felt confidence in him. 

	The GP was really helpful 

	I was seen without a long wait and had a friendly yet professional appointment.

	On time, very professional and welcoming 

	Very helpful and friendly staff

	Dr Qureshi is an amazing doctor and has all the time for you. I will never not go to him 

	Dr Ali explained everything very clearly to me and set out a plan for me 

	It is always very good 

	All good

	Very pleasant experience, blood taken with no fuss or pain. Extremely pleasant nurse

	Got in the same day to see Doctor, the Doctor himself was very good and thorough 

	I was given an emergency appointment on the day I phoned, and the Doctor was able to reassure me and 
prescribe appropriate medication to alleviate my problem 

	Appt was on time

	Friendly and helpful 

	Pleasant staff always available to help me 

	Saw a Dr same day

	Got appointment same day.

	Debbie the receptionist is lovely & very helpful & professional & Dr Qureshi is excellent, everything you. 
could want in a family doctor.     hi

	Dr. Very helpful and receptionist very pleasant

	The doctor was very understanding and listened to my problem. Very professional and love mannerism 

	Receptionist was lovely when I made my first appointment since moving to be closer to my daughter. 
Dr Qureshi was very nice to me and was very kind whilst discussing my Cancer diagnosis & treatment. I am. 
very happy to be a patient here.

	Always reliable especially the nurses. 

	Friendly efficient service

	I was seen within the hour

	Didn’t have to wait.

	Dawn very helpful 

	I was seen by a very sympathetic GP who understood my needs very well 

	The appointment was on time and the doctor was very efficient 

	Everything was explained to me first by the nurse

	When you are having a blood test thing always run smoothly and done with care 

	Always first class at the surgery

	Debbie was so nice we had a good chat she listened and told me what I should do very nice person 

	I was at the surgery yesterday and met Doctor Ali for the first time. I felt he was very thorough and helpful. 
putting me at ease with his manner, chat and a little chuckle   He also seemed interested   

	Always good 

	Always good 

	Nurse very friendly 

	Managed to get a same day appointment for my daughter. The doctor was lovely and gave my daughter a 
full check over! Really happy with the service provided 

	The doctor was very helpful 

	Seen on time and lovely doctor 

	The doctor was very caring and helpful 

	Staff where very helpful 

	Happy with the advice given by the doctor and felt the appointment was thorough.

	appt with GP was thorough receptionists pleasant 

	Young lady doctor was excellent in my consultation and very thorough. 

	The nurse was very efficient and caring

	I always got an appointment when needed 

	Treated with respect and action taken

	Excellent service friendly staff

	Very thorough

	Attended surgery for health review with Deborah Hall who was attentive & considerate throughout.

	The staff are very efficient and helpful.  

	I got very understanding answers to all my questions.

	I'm pleased that I got an appointment at short notice!

	Very prompt

	Very helpful and pleasant as are all the staff I have had dealings with

	I got my appointment on the day I phoned, and the doctor was very nice 

	Fast appointment and lovely doctor

	Quick prompt 

	Easy to make an appointment. The doctor was reassuring and explained fully my diagnoses 

	Dr Ali, GP gave good advice on my 5 month's post lung operation concern.

	The doctor was very good and listened to what I had ad to say

	I got an appointment for the same day 

	Seen on time doctor very good 

	Saw the doctor after not to long a wait, and had our questions answered satisfactory. 

	Sharon always very good and gets on with her job 

	Professional service 

	Staff was great 

	100% satisfied 

	The practice nurse Debbie Hall was very professional informative and patient and kind and helpful 

	Everyone was efficient. Doctor had a sense of humour 

	Everyone was so pleasant and efficient.

	The doctor I saw was really helpful and supportive and the receptionist Helen went out of her way to sort. 
my next blood text even though the surgery was fully booked for next week

	Debbie always friendly and helpful. 

	Helpful and on time

	The staff and doctor were very efficient and friendly 

	Very pleasant and helpful 

	Sharon was friendly and reassuring

	The staff where very helpful 

	Helpful and efficient 

	Been having a problem for a few weeks but it seems that it may be finally going 

	appointment on time and efficient

	You are very helpful

	It was very good

	Appointment time book was the time I saw the doctor 

	It's a regular thing and I always get good treatment. 

	Both the doctor and the nurse I saw were very helpful

	Seen on time, very friendly and informative Nurse.

	Sharon, as ever, efficient and friendly

	Explained symptoms, examined - the nurse was very understanding.

	Dr Cecilia n dawn Cecelia gave me full support n attention care n love

	Sharon is such an asset to the surgery. She’s able to find a vein in my arm when taking blood that very. 
few people are able to find. She’s really friendly and very gentle, so glad you’ve got her 🤗

	Excellent attention advice and very friendly felt l could talk openly 

	I sometimes worry when we bring Cove that all we’re going to be told is “it’s viral” but the nurse he saw. 
made sure she checked everything, and he was diagnosed with Tonsilitis and given antibiotics which should. 
now make him start to feel better  

	Dr Murphy identified I had problem and took steps to arrange further investigation 

	The receptionist got us a same day appointment for our daughter. She’s been to the doctors so much the 
last month and they always manage to see her. The doctors have been amazing with the way they treat and 
check our daughter. Can thank all the staff enough! 

	Excellent staff. Very caring. 

	Same day appt and thorough examination 

	Same day appt and reassurance given 

	Very pleasant and friendly nurse who listened and gave me advice 

	Prompt and efficient service 

	Managed to get an appointment on first attempt. Doctor was interested and suggested suitable follow-up 

	Doctor was pleasant & explained 

	Friendly staff who always try to accommodate 

	Debbie is very friendly and very helpful and explains everything well. Feel like she is very thorough and 
always feel reassured after a visit

	Every time I have been whoever I’ve seen they are a so nice and caring 

	Seen quickly and efficiently 

	On time

	Quick service, friendly nurses. 

	Appointment was efficiently handled

	The receptionist, doctors and nurses have all been so polite and made me feel at ease straight away which.
helped me discuss the issues I had

	Friendly and helpful 

	Very good with my daughter, reassuring and compassionate. 

	I had appointment with Glynis Physio. In great pain with new onset of Arthritis. She examined me and 
suspected something else was going on she escalated my appointment with MSK and got me in for MRI scan. 
within days. I could not ask for anything more.100% quality care given by Dr Ali and Glynis. Thank you.

	Quickly seen to and through appointment

	My appointment was 9:15 and the nurse saw me at that time. Also, I had a blood test and the receptionist.
put both appointments together. 

	The loveliest Doctor. He was brilliant with us 

	I had 2 appointments on this day. The first was with Dr Zekri who was very helpful and, importantly, listened. 
to me. The other appt was with Dave Murray, who is always sympathetic and helpful.

	Pleasant doctors and staff. Nice waiting area and clean toilets 

	It was

	On time appointment with welcoming practice nurse.

	Pleased with the appointment 

	Always very helpful.

	Appointment on time 

	The docs and staffs very helpful. 

	Appointment on time, friendly and efficient 

	I didn’t have to wait too long, and the nurse was very polite and professional 

	Julie was really friendly, as always. She thoroughly assessed the several issues involved and even gave me a 
shingles jab which I wasn’t expecting to have. Really nice to see her again, thank you Julie 🤗

	Polite friendly efficient reception and doctor 

	Very polite friendly reception and doctor 

	Caring professional staff

	Doctor was brilliant 

	got appointment same day and also treatment

	Staff were really efficient and friendly.

	Satisfied 

	Quick and easy

	The physio (Dave) was very friendly and a genuinely nice guy everything about him was professional and
he tried to have a laugh overall nice guy.
	Did what was required but quite painful. 

	Staff are good when you get to see them

	Everyone is helpful. Not always easy to get through to speak to a staff member but like the new call back. 
service.

	I had a bit of a wait to see the doctor 

	Doctor didn’t know the reason for my appointment when it had been made by another doctor at the practice.

	It was a new doctor that I saw, but was still treated with care & respect 

	Saw the Dr but didn’t get what I was hoping for

	I have no complaints but do not visit often

	It is a bit better than it was

	Blood test was painless

	Out of hours visit.

	My question my questions answered 

	The doctor I saw was very thorough and professional 

	Once 'inside' the practice things were fine, excellent. My appointment with Phillipa Murphy and nurse 
Debra was both on time and a couple of niggles were dealt with.

	It's very good when you eventually get to see a doctor, sometime 4/5 week wait. 

	On time, consultation professional and informative

	Being seen by the nurse quick no waiting.

	I was happy with the service 

	Reception. Always happy to help and pleasant 

	The junior doctor wasn’t sure what I had so asked another doctor to take a look. We were then asked to. 
  See a different doctor.
	The nurse appointment was cancelled so I’ve had to use the pharmacy to check my blood pressure and 
prescribe my medication. Other than that, the surgery is normally amazing, and I can’t fault them!! 

	It took 140 calls to get through to someone. Once through good customer service on reception and doctor 
very nice

	The nurse that took my appointment was the most helpful, understanding and thorough specialist, I have.
ever dealt with at Leesbrook Surgery. She gave me good advice was a very compassionate an












Thank you to all our patients who have provided positive feedback and continued support 
NEGATIVE:
	Sick of having to fight to get past reception, having long standing appointments cancelled etc despite being.
seriously ill (cancer & subsequent major surgery) cancelled etc.
Unfortunately, appointments are sometimes cancelled due to sickness and re arranged with our patients we 
apologise for any inconvenience this may cause

	You can never get in to see a doctor when you need one having to redial 94 times before you get through.
try to get people who wot they are doing and a receptionist that should not be asking wots wrong with you.
they are not doctors.
Our reception team are trained in Care Navigation and ask questions to the nature of the appointment so
That the patient can be seen by the most appropriate clinician for patient care. Patients can refuse to share. 
Information if necessary

	I received conflicting txt messages about an upcoming appointment, one saying my appointment had been.
cancelled on the same day another reminding me to attend.
Text messages are sent as reminders and unfortunately if a clinician is no longer available a further text message.
is sent to our patients, unfortunately die to time constraints this may be on the same day

	Passed from pillar to post, RUDE LAZY STAFF. Pharmacy gets things wrong CONSTANTLY. Trying to get an
appointment is worse than pulling teeth. WHOLE PRACTISE IS A JOKE AND WILL BE FILING A COMPLAINT.
We can not respond to matters relating to the pharmacy but please contact the practice manager to discuss your 
concerns

	The particular receptionist I spoke to did not listen to my needs (this was later resolved another receptionist)
All our reception team are here to help, please contact the practice manager to discuss this further

	             Delays booking in at reception.
              Our reception team are very busy, if there is a delay this will be because they are dealing with another matter,
              We have our self-check in screen to check in for an appointment, our reception team are happy to assist. 
              If patients are having difficulties using the screens
          Hard to get appointment telephone 120 times one day then had to ring NHS.
            Took 74 calls to get through.
           Taking too long to get through to the surgery by phone (77 redials) When you do get through, you're told all.
           appointments have gone for that day Ring back tomorrow Same again the following day.
            Our phone lines are extremely busy at peak times, we do now offer the call back service for our patients, which.
           has received positive feedback.
           Couldn’t get appointment for weeks was given a number to ring which was an evening between 6:30 & 9 &
           on ringing it was answering machine which said there hours was between 9 & 5 so was given false information,
           so, couldn’t be bothered complaining as I was very poorly.
           The extended hours service operates 6.30-9pm Monday to Friday and 9-5 Sat & Sunday.
           I attended for routine blood tests and was questioned by the nurse as to their necessity. I was told that the
           new doctors do not have time to review so many test results and I was asked to provide my own evidence.
           that the tests had been requested by a third party. I have these tests to monitor long-term side effects of
          a drug that I take but was made to feel like a time-wasting hypochondriac. I have never been subjected to such. 
          questioning on previous occasions.
           The practice can only perform blood tests that are required any additional test need to be evidenced and prior.
           Authorisation from the GP. This is for patient safety reasons

	           It's so hard to see the Dr in the 1st place.
           Struggle to make appointments long wait.
           To long a wait to see first responder.
           We offer appointments daily, pre bookable up to six weeks in advance, online consultations, Via NHS 111 
           and our extended hours service offer weekend and evening appointments. 

	       Can’t put urine test in I have to make an appointment but can’t get an appointment.
       As a practice the decision was made for clinical safety to sop taking requests at reception, only samples that.
       Are requested from a clinician can be brought to the surgery.
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