QUANTOCK MEDICAL CENTRE
FRIENDS & FAMILY TEST (FFT) - FEEDBACK March 2015
Thank you for your feedback to the practice, we had 45 responses (from our feedback forms on reception) in March from 826 attended appointments with a doctor (5.5%).
We asked how likely you were to recommend our surgery to your friends and family:

· 37 Patients said they were Extremely likely 
· 5 Patients said Likely

· 2 neither likely or unlikely
For those that were unlikely or very unlikely, or have any constructive comments it would be helpful to know why and how we can improve our service in the future, as well as a name so the Practice Manager can get in touch to discuss your comments further.
Comments Received this month were: 
· Extremely likely and have had wonderful medical care, very friendly reception always very helpful, recommend friends all the time.

· Excellent Practice, one small comment it has been more difficult to get an appointment recently this has never been a problem in the past

· GPs are under immense pressure but you wouldn’t know it. Courtesy, Kindness patience, old fashioned doctoring nursing and reception at its best

· No suggestions - simply keep up all the very good work that you do, as a wonderful team

· Very good

· Very good and helpful

· Excellent service

· Thank you for fitting me in at such short notice

· Great team

· Well done don’t change

· Many thanks

· I will always recommend this surgery. The only problem is getting past certain receptionists!!

· Very happy with the service provided

· I believe you offer a first class service and that we are very fortunate in Nether Stowey

· everyone very helpful and always easy to get appointments within a few days

· Everything is alright with the service offered A1

· Extremely Helpful

· Extremely pleased to have Dr Spicer here

· Certain receptionist are rude and awkward

· Longer dispensary hours. Online telephone appointment booking facility would be useful

· The service is prompt, the best I have had at a doctors

· Would highly recommend practice. Friendly staff

· Compared to other surgeries that I have heard about service is excellent

· Doesn’t seem to take my problem seriously, quite dismissive

Comments received in previous months have been really helpful and are listed on the next page for your information.
Comments received in previous months have been really helpful 

Lots of positive comments 

· About receptionists, dispensary staff, doctors and nurses being very helpful friendly, caring and welcoming, ease of getting an appointment and staff having time for the patients, cleanliness of the surgery.
	· Excellent Surgery always able to get seen quickly, GPs excellent

	· very clean and welcoming surgery and helpful staff

	· Already excellent service being able to get an appointment on same day 9/10 puts this above previous experience at other surgeries

	· Always been extremely satisfied with the level of care and ease with making appointments

	· I have always been extremely impressed with the service here; having moved here from London this is very pleasant surprise. Nothing but good things to say

	· First class all round service a very pleasant facility with efficient pharmacy too!

	· The service I and my husband have had from this practice has been faultless. Keep up the good work!

	· Have always received extremely good service over the past 40 years

	· This is a brilliant surgery I don’t know how they cope and yet stay so patient & kind


· Music in waiting room! (music has been discussed  with the Patient Group and they decided unanimously that they would prefer for there to be no music in the waiting room, if anyone is interested in discussing this further with the Practice Manager or coming along to the Patient Group Meeting, your ideas would be very welcome).
· Receptionists make every effort to get you seen quickly

Areas we can improve on Comments from previous months:

	· It would be more helpful if dispensary staff could make sure all meds are given at the same time to save coming back to pick up again.

	· It is a bit disappointing to have phone lines closed for so long over the lunch time, lines should be available all working hours: I assume this means the dispensary phone line, unfortunately we are unable to put extra staff on to man this phone line all day, there are times in the day it is off in order for the staff to complete orders, tidy and re-stock the shelves and prepare medications, it is important to have some quite time to do more complicated tasks without interruptions. Fortunately there are many ways to put in a repeat request including, email, access on line, in person to hand in a written request or posted in to our collection box. 

	· My wife and I regret the changes introduced by NHS which prevent the practice pharmacy supplying our medications. In general very satisfied with my care and access to GPs and Nurses


	· When I use the practice the service and availability of appointments has been first class thank you: we are sorry about this, unfortunately the Pharmacies and NHS have tightened their ruling and any patient living within 1.6 miles of a pharmacy is not able to use their own Medical Centre’s Dispensary, this is extremely frustrating for staff and patients and we are unhappy to not be allowed to give a full service.

	· Try and run on time: we do try our best but unfortunately there will always be circumstance beyond the doctors control where their patient is extremely poorly or complicated and they need more time, or the doctor has been called away urgently; we can only apologise and if it is inconvenient to wait we can always rebook your appointment.

	· Larger Car park: Sorry about this, parking does seem to fluctuate during the day. Fortunately we do not have road restrictions outside the premises.

	· General unhappiness how NHS is going, waiting times to receive appointments have increased over the years so hope not ill at weekends holidays and between 5pm - 9am. No wonder more people just attend A & E at hospital. No problems personally with my GP.


	· Only filled this form in last week!: Sorry to say this questionnaire is a requirement of our NHS Contract and we do have patients that attend the practice regularly who will be asked to complete these forms when you  come in 

	· Typically I find reception an unfriendly experience; apologies for your experience if you would like to discuss any concerns further please do get in touch with Helen the Practice Manager

	· With poor mobile phone reception; the removal of patient assess for Wi-Fi was a very disappointing move -please bring it back: This was previously funded by the NHS and when they took the funding away the practice did have the option of paying over £600 a year to retain it. It was felt that this was a very costly luxury for staff and patient to receive emails and play games etc. and for the actual short time period   a patient might use this whilst in the practice it was not viable or necessary for the very few patients who used this.


	

	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.


