WHITE MEDICAL GROUP

FRIENDS & FAMILY TEST RESULTS
These are the collated results from all completed Friends & Family Test forms that we have received since it was introduced in December 2014.
1
We would like you to think about your recent experiences of our service. How likely are you to recommend our GP practice to friends and family if they needed similar care or treatment?

	Month
	Total responses
	Extremely Likely
	Likely
	Neither likely nor unlikely
	Unlikely
	Extremely unlikely
	Don't know

	December 2017
	4
	3
	0
	0
	0
	1
	0

	November 2017
	3
	2
	0
	0
	0
	1
	0

	October 2017
	4
	3
	0
	0
	1
	0
	0

	September 2017
	1
	1
	0
	0
	0
	0
	0

	August 2017
	4
	3
	0
	0
	1
	0
	0

	July 2017
	1
	1
	0
	0
	0
	0
	0

	June 2017
	7
	4
	2
	0
	0
	1
	0

	May 2017
	3
	2
	0
	0
	1
	0
	0

	April 2017
	4
	3
	0
	0
	0
	1
	0

	March 2017
	6
	2
	3
	0
	1
	0
	0

	February 2017
	2
	2
	0
	0
	0
	0
	0

	January 2017
	4
	4
	0
	0
	0
	0
	0

	December 2016
	3
	2
	0
	0
	1
	0
	0

	November 2016
	2
	2
	0
	0
	0
	0
	0

	October 2016
	3
	3
	0
	0
	0
	0
	0

	September 2016
	2
	1
	0
	0
	1
	0
	0

	August 2016
	6
	4
	1
	0
	1
	0
	0

	July 2016
	8
	7
	1
	0
	0
	0
	0

	June 2016
	5
	4
	0
	1
	0
	0
	0

	May 2016
	4
	3
	0
	1
	0
	0
	0

	April 2016
	5
	3
	2
	0
	0
	0
	0

	March 2016
	4
	4
	0
	0
	0
	0
	0

	February 2016
	2
	2
	0
	0
	0
	0
	0

	January 2016
	5
	5
	0
	0
	0
	0
	0

	December 2015
	4
	3
	0
	1
	0
	0
	0

	November 2015
	4
	4
	0
	0
	0
	0
	0

	October 2015
	4
	4
	0
	0
	0
	0
	0

	September 2015
	1
	1
	0
	0
	0
	0
	0

	August 2015
	4
	3
	0
	0
	0
	1
	0

	July 2015
	5
	4
	0
	0
	0
	1
	0

	June 2015
	4
	3
	0
	0
	0
	1
	0

	May 2015
	7
	7
	0
	0
	0
	0
	0

	April 2015
	13
	10
	2
	0
	0
	1
	0

	March 2015
	10
	8
	1
	0
	1
	0
	0

	February 2015
	11
	9
	0
	1
	1
	0
	0

	January 2015
	19
	11
	2
	2
	1
	2
	1

	December 2014
	33
	27
	5
	0
	0
	1
	0


2) 
If we could change one thing about your care or treatment to improve your experience, what would it be?

December 2017

· Could not be better.
· To be able to get an appointment in a reasonable time – with a doctor and not a locum.
· Be open on lunchtimes.
· Everything is very good.
· If possible – more land to build more parking places!!!

November 2017

· Some hand sanitizer strategically placed would be a good idea.
· Keep the surgery at Stamfordham open. Great service.
· Surgery continually runs late, late, late. Spent 1hr 25mins at surgery for a 10 minute appointment and dispensed prescription. Drugs not available again.

October 2017

· An excellent service with wonderful doctors.
· Can never get through on the phone and when you do you can’t get an appointment within a couple of weeks. I joined this practice 35 years ago when it was good. It’s now diabolical. The GPs and Nurses are competent enough when you can get to see them but there are far too many patients now and they’re just stretched too far.

September 2017

· Very happy. To be seen within 24 hours is excellent. Very happy with Dr Perry.

August 2017

· Not to have to wait 4 weeks for an appointment with your ‘named’ GP.
· Better facility to book online appointments. It would be helpful if online appointments were released at 8.00am or 8.30am on every day. To book a non-urgent appointment in advance at present there is often a 2 week wait which is unacceptable.

July 2017

· Earlier available appointments.
June 2017

· Your care is extremely good. I am very grateful.
· Always care! You do a great job. But could you have a supply of hearing aid batteries at reception!
· Good care but I feel that the practice is taking on too many patients, which is putting increased pressure on the resources available. I am concerned that the previous high standards of care will suffer if patient levels are not controlled.
· Inability to get an appointment is less than 2 weeks in the summer. When you have the 1st appointment with the nurse, she arrives late, doesn’t apologise – it’s normal!
May 2017

· I have just joined the practice but I have found from reception to doctors to nurses very professional.

· Nothing – all is fine

· I recommended this practice to my elderly mother who recently moved to the area. She was very upset at the way she was spoken to on the phone by one of the Drs when she tried to get a prescription for her medication. I feel the Drs ‘bedside manner’ was appalling and I would not be keen to recommend this practice again.

April 2017

· Everything is of a high standard

· Shorter waits for routine appointments – currently have to book well ahead.

· We are so disappointed at the drop in the quality of service offered :-

- No answer when telephoning the surgery

- Online services will not accept my password

- A least 3 weeks until I could see a named (chosen) doctor

- The car park is always full
March 2017

· Nothing. I got an appointment very quickly. Waiting times were very efficient. Dr Holdsworth was very polite and friendly.

· You really need to increase the number of parent and baby spaces – 3 is inadequate. I am 6 months pregnant  with a 7 month old baby and the normal / usual spaces are not big enough.

· More car parking space.

· Answering the telephone would be a good place to start. Three times this morning I called and the phone just rang, and rang and rang. I still haven’t been able to get through. I have been with this practice for 35 years abd never experienced anything like it is now.

February 2017

· Nurse was very friendly and professional

January 2017

· Nothing – you are great. Thank you.

· My last practice had in-house ear syringing – appointments available as required. I’m afraid the lead times here via the District Nurses (quoted 1 month!) are totally unacceptable. I am permanently deaf in one ear – hence wax in the other ear needs urgent attention. Please help!
December 2016

· Making an appointment was extremely difficult

November 2016

· Very satisfied

· More appointments for last minute urgent problems

October 2016

· You stay the way you are. Well done & thank you.

· Sometimes accessing medication and repeats not straightforward.

September 2016

· Don’t change anything – service wonderful

· It takes far too long to get an appointment, often waiting nearly 2 weeks for a standard appointment. Quite often medical results are not responded to, and some of the doctors don’t take you seriously and you feel like you’ve wasted their time.

August 2016

· You are all wonderful. Just keep going.

· Reduce time of waiting to see named doctor. Currently 5 weeks.

· I have always been very happy with the care and treatment I have received from all of the staff.

· There is nothing that needs improving.

· The earliest available appointment was 10 days away. Reception suggested I attend the walk-in centre – however they were unable to prescribe the medication I needed. So had to wait a week and a half in pain before I could see a doctor for a prescription. When I mentioned that to the GP, they said the wait was fine and other surgeries have a wait of 4 weeks!?!?! That is appalling – if staff are on holiday would it not be sensible to take on a locum to help manage the workload. That kind of wait is what leads to people misusing the A&E service.
July 2016

· Stick to the appointment times

· Nothing. Very prompt, considerate and responsive. Please thank Dr Moor for her lovely, empathetic care and wish her all the best in the future. Thank you.

· The automatic appointment system is a bit confusing. It is not possible to check which surgery an appointment is at once it is made.

· Nothing. I have always received great treatment.

· Give sweets to younger people when being brave.

· You are very, very good and I wouldn’t change anything about your service. You are magnificent!

· Have more early morning appointments for shift workers.

· Very friendly GP and reception staff.

June 2016

· Nothing – all staff excellent

· First class medical care and Dr McHugh is an excellent doctor

· Very good

· Answer the phones quicker

· More telephone lines. Every morning line engaged – most annoying.

May 2016

· Better telephone greeting. Current ‘voice’ does neither induce confidence nor project a progressive image!
April 2016

· More readily available appointments!!!
· I am always treated with care & respect. You ALL do a wonderful job.

· Very satisfied

· Unable to get through on the phone – husband had to go in person to request an appointment for me. Doctors were great including home visit.

· The only thing is sometimes 2 receptionists can be very rude and sometimes quite nasty. As they are your first port of call they need to be welcoming and friendly. Carolanne is the only one who seems to have the time of day for you even if she probably hasn’t. The rest of them should take a leaf out of her book. Can’t fault the only 3 doctors I choose to see.

March 2016

· Excellent service. Thank you.

· Dr Helen Moor was incredibly thoughtful and helpful, and gave XXXX ages.

· A nice glass of red on arrival? Yippee!

February 2016

· Exceptional service. I have been at the practice for 3 years and it is the best doctors I have ever been a patient in. Very human and friendly approach to care and you never feel like a statistic or a number. Thank you for providing a great service. It is appreciated.
January 2016

· Not one thing

· I only joined the practice in April 2015 and have had great service from staff, nurses & doctors.
December 2015

· I cannot think of anything that you are not already doing. I cannot speak highly enough of this excellent practice.

· When my mother (92) joined the practice she did not have a phone. It was Friday at 3pm and was told to ask someone to phone for her. The OT (Occupational Therapy) department closed at 4pm and it would have have been really helpful if someone at the surgery could have helped her. Otherwise I think the service is excellent. Your handbook is so helpful – friendly and easily readable – the photographs help with identification and the roles you play in the surgery. Good choice of contacts. Staff we have seen so far were thorough, reassuring and interested. Jan the nurse was absolutely lovely. Elle the receptionist has been so helpful and supportive on a first visit. I’m delighted my mother has transferred from Scotland to this surgery. Thank you.
· Nothing as you are very helpful and kind.

· Attended for blood test. Seen by XXXX who did not wash her hands, was wearing nail varnish, didn’t wear gloves, and didn’t clean my arm with an alcohol swab before inserting the needle. As a nurse of many years’ experience, and one who takes blood on a daily basis I know that this is extremely poor practice and is a risk to both myself and to the person taking bloods. Very disappointed.
November 2015

· Automatic requesting of repeat prescriptions. Generally all services are brilliant.

· Can’t think of one. I think you are all wonderful.
October 2015

· Dr Blomfield is excellent – one of the best GPs I’ve seen in 56 years. Very professional, interested in what you think and excellent communication skills.

· Perfect treatment. Wonderful care.

· Link with the pharmacy sometimes needs confirming.
September 2015

· Long waits to see certain doctors!

August 2015

· 10 out of 10 to most practices and doctors. However I prefer qualified nurses to Healthcare Assistants.

· Excellent care and treatment. Cannot think of anything you could improve for me. I cannot speak more highly of all staff and doctors here. 10 out of 10. Well done!

July 2015

· I think you are all doing a brilliant job. Thank you.
· I would not change a thing. I am very happy with my care.

· Water dispenser please – it’s hot here today!
June 2015

· I can’t think of one thing

· Dealing with patients who have been with the practice for 29 years (and family for 40 years) with respect and consideration for their circumstances. I have been disgusted and outraged by my daughter’s treatment at the hands of people who should have been caring for her.

· Quicker telephone response otherwise excellent.
May 2015

· Wonderful staff. Brilliant treatment. I can’t think of anything.

· Easy access online. Thank you for a fantastic service – you are all doing a great job.

· Very efficient. Impressed so far.

· Weekend working

· Cannot think of anything at the moment. Very much appreciate the ability to see a doctor the same day, and the kindness shown by all staff members of White Medical Group.

· More of the same – just outstanding.
April 2015

· Quicker appointments

· My family usually see Dr McHugh or Dr Holdsworth, and nurses Veronica & Jan, and Trudy did my blood tests for a long time. I cannot speak too highly of the first class care we have received over the years from excellent professionals.

I recently attended the surgery for bloods and met Carol for the first time. What a consummate professional she is. Carol looked at me, she listened to me and sought medical help for me.
Dr Moor kindly agreed to see me and I received prompt professional medical care of the highest quality.

We will never forget the first class care given to me by Carol and Dr Moor. We are so fortunate to be patients at White Medical Group. Thank you all.

· Employ more Doctors, Nurses etc to reduce the present overload.

· Change the phone system to a telephone queueing system instead of having to spend a morning ringing up and getting an engaged tone.

· Would prefer not to have to wait 2 weeks to see the doctor of our choice.

· More appointments please.

· First class.

· Not a change but would like to give some positive feedback. Excellent care from Dr Moor re contraception and fitting IUD. Thank you – made the whole process feel very comfortable.

· Not so long to wait for appointments.

· Unable to get appointments.

· The staff at this practice regularly go out of their way to deliver excellent service. Despite being under constant pressure they remain polite, helpful and courteous. We are constantly hearing about difficulties getting GP appointments nationally but I have always been able to access our GPs whenever I have needed them. I have no doubt that they put considerable effort in to deliver this.

March 2015

· I am very impressed with the care I have received, especially nurse Veronica Farrelly who has been very kind and very friendly. Very helpful.

· Excellent service. Very friendly, helpful staff. Jan the nurse is wonderful and so kind. Dr Helen Bell is fabulous and a brilliant doctor.

· Nothing. Doctors, Nurses, receptionists all excellent. Not sure if Health Visitors managed by the practice but did not feel well supported by them in the care of our daughter who was ill.

· No. Very happy with Dr Moor.

· A little easier to make an appointment.

· I waited nearly 3 weeks to get an appointment, then when I did I felt that the appointment was rushed and once I left the surgery I realised I hadn’t asked another question that I wanted to. This was because I felt I should be quick in and out. Now I am going to have to wait another few weeks before I can be seen again. The past few appointments I have had, I’ve felt the doctor has wanted me in and out as soon as possible.

· The only thing, which is becoming a major issue, is the telephone system. It is extremely difficult to contact reception for appointment / repeat prescription. Always engaged or just rings and rings. Very difficult when I am at work.
February 2015

· Being able to get appointment with preferred doctor outside work hours in under 2 weeks. Care is good, availability of appointments is not so good.

· A well organised practice with caring doctors.

· Receptionist, just one in particular, she is rude, lazy and discusses patients with people outside of the practice.

· More appointments available.

· Not to have to make a second appointment when a blood test is needed.

· Wouldn’t change anything. We move a lot (husband’s job) so we have used a lot of GPs. This one is by far the best. Thank you.
· None. Great service every time.
· Nothing. All is fine.

· We moved into Ponteland 3 years ago and cannot fault the practice whatsoever.

January 2015

· Please remove note from scripts saying annual medication review due. Apparently only applies if letter also received.

· To be able to get the doctor you ask for without having to wait 2 weeks. Telephone!!!

· Phone service.

· Always excellent service. Can’t praise highly enough.

· Nothing. You are all doing a wonderful job.

· Generally I am very pleased with your level of care. However on my most recent visit to the surgery I felt disappointed. I had an emergency appointment made that morning for 11.15am for my daughter who was suffering with extreme temperatures. We arrived at our appointment time but had to wait an hour to be seen. It was obvious to the receptionist how ill she was, she was sat in a vest with visibly red cheeks sipping water. I asked twice how long we had to wait. I think in this day and age that if you know a doctor is running an hour behind schedule that a simple text or phone call to patients would be easy enough, especially to those emergency appointments. We were sent straight away to the RVI where we waited less time there to see a doctor.
· The Physio I saw was extremely rude and patronising. I will not be returning.

· Doctors are great!!! Too many receptionists at Ponteland and not enough attention given to patients by them.

December 2014

· Good quick appointment time and seen quickly.

· Wait less time for appointments. Sometimes not easy to get one.

· Nothing fundamental but why not introduce a texting reminder service for appointments?

· Overall I have had good experiences since joining a few months ago. Doctors have good patient manner, reception staff helpful and appointment system good but maybe evening appointments offered instead of early morning.

· Nothing. Excellent doctor, excellent treatment, receptionist lovely.

· Having to collect only 28 days of medication. 3 or 6 months’ supply, for long term medication would be better.

· Occasional confusion about repeat prescriptions. Otherwise couldn’t be better.

· Someone else to answer calls as it’s always engaged.

· More online access to services and records.

· Excellent quality, care and service. No change.

· No change. The care and service is excellent from all.

· Is excellent.

· Nothing. Wonderful staff, doctors and receptionist who provide a caring and professional service. Thank you.

· Early morning telephoning often difficult to get an answer.

· Nothing. All doctors are very helpful and caring.

· A fantastic surgery with great patient treatment. Best doctors I have ever been enrolled in. Thank you for all the hard work. It is appreciated.
· That you didn’t have to wait so long for the phone to be answered.

· Quite happy.

· Always easy to get an appointment.

· Brilliant practice, amazing staff, clean and Dr Hunter is the best doctor ever.

