QUANTOCK MEDICAL CENTRE
FRIENDS & FAMILY TEST (FFT) - FEEDBACK July 2016
Thank you for your feedback to the practice, we had 75 responses (from our feedback forms on reception) in June from 750 attended appointments with a doctor (10.0% response rate).
We asked how likely you were to recommend our surgery to your friends and family:

· 61 (81%) Patients said they were Extremely likely 

· 20 (26%) Patients said Likely

· 2  (2.6%) neither likely or not likely
· 1 (1.3%) unlikely

· 1 (1.3%) didn’t know
We appreciate your comments and find them helpful to improve services for the future, unfortunately some issues around the building and layout may be a bit more difficult to resolve but we are always open to constructive suggestions. Thank you. 
	Comments Received from July 2016


	· I have always found the staff at QMC to be helpful and efficient in my dealings with them

· Receptionists very caring and understanding for the poorly.  Drs very professional.  Everything and prescriptions department excellent.  5 star.  Very pleased indeed to be a patient here indeed.  No complaints what so ever.  Very professional. Very bad at XXX (There is far worse around)

· I have only praise for the practice - I work in a similar environment and feel you are offering a better service than we do!

· So pleased how we can have an appointment on the same day. Thank you.

· I have had no problems for the last 29 years with the practice

· I am more than satisfied with the current administration

· We find the service is very good as feel safe in their hands

· Really helpful receptionists and pharmacy staff.  I feel safe with this whole centre

· We as a family have always found the surgery (doctors, nurses and other staff) very helpful and very supportive

· I think we are very lucky to have this practice.  The staff are lovely and the doctors give you the time, the appointment never feels rushed

· No need to improve anything, it is all extremely good. The nurses are excellent

· Helpful staff all round.  Appt times easily available.  Hope any expansion in population does not change all that's good.  No suggestions for improvement QED!!!

· I'm very pleased with the service provided, very friendly and also helpful

· Its mostly a pleasant experience here, but sometimes the receptionist can be a little too difficult

· Very friendly and usually prompt service, I like that it is easy to get to see a doctor unlike 

· Can't fault the surgery.  All the staff from the receptionists to the doctors are always friendly and helpful.  Nothing is too much trouble. So glad I changed from Cannington to Nether Stowey.  I always prefer to see Dr Stone as he always listens to me.  Helen the nurse is great as well.  I really like Jane in the pharmacy, always friendly and helpful.

· Normally very good at keeping on time.  Staff are always helpful.  Other surgeries in the area aren't as good as when it comes to staying on time.



	Areas we can improve on:
· It would be helpful if the pharmacy was open for longer hours or at least open for phone calls (you can phone reception and they will help, take a message/ put request through etc)
· More surgery time in Saturdays (we are only funded for an hour  - sorry)
· Ability to phone earlier than 8am (perhaps 7.30?) (sorry we are not open before 8 am ? have you tried on line access to book an appointment we have a slot per clinic a day  bookable on line)
· good friendly but more privacy at the desk would be nice ( yes we agree but without a major refit this is quite difficult to achieve)
· Dental Services (this is an NHS England issue)
· Is it possible to book appointments online?  Service and reception has always been friendly and helpful (Yes you can book appointments on line you need to complete a form at reception to get  id codes so you can access patient services on line) 
· sell medicines in pharmacy that would be only available from a pharmacy shop than off self (licencing laws prevent us from doing this – apologies)
· The service doesn't need improving, but a little soft music/radio would help overcome the embarrassing silence in the waiting area, therefore providing a little more privacy ( we have had arguments for and against this and need  to look into this when we get the chance)
· I feel reception staff need a better understanding of young children and their behaviours (we would like to hear from you more about this and how you feel they should  improve the way they treat children please do get in touch with the Practice Manager)
· 


	This information will be shared with our patients through posters, in our newsletters and on our website, and discussed at our Patient Group Meetings bi monthly.


