Patient Feedback June 2025
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You said – ‘Patient would like to thank Shirley for being so helpful on the phone this morning, inputting the form for her when she wasn’t able to figure it out online’

We said – We are very glad Shirley was able to support you with this. The total triage system is proving to be a great success with many patients reporting back to us that it is quick, simple and efficient to use. Whilst we are very glad that it has taken off so well, we understand that this system is not practical for all. We would like to reassure you that you can always pop in or call us if you need any help our reception team will be on the other end of the phone to guide you and complete the form on your behalf if needed.



You said – ‘Dr Machado is the best’ 

We said – Our lovely Dr Machado really is such an asset to our team. Thank you so much, she will be pleased to hear this. 



You said – ‘Patient has said how wonderful and kind Dr Haque has been this morning’

We said – Dr Haque is one of our amazing GP’s here at Victoria Road. He has many years of experience in primary care and offers a wide range of knowledge. We are best pleased that you found your consultation with him so helpful and informative and feel you were treated in a very kind way. 
You said – ‘Tomas is the most caring and knowledgeable pharmacist. Very happy with my appointment, I would only like to see him now’

We said – We are very lucky to have such a highly skilled team here at Victoria Road. Our trained Pharmacists are brilliant and can offer so much support to our clinical team and our patients. Tomas will be very grateful to hear your kind words. Thank you. 



You said – ‘Dear Dr McCreanor, I had a consultation with you approx 2 weeks ago and was very pleased with the degree of attention you paid to me. I am having the blood test you requested today. Thank you very much for your attention – very much appreciated’.

We said – What lovely feedback for Dr McCreanor thank you so much. We will ensure your kind words are shared with her. She will be very pleased to hear that you found her so attentive and helpful. 



You said – ‘Raheena, patient popped in to say thank you so much for your help in referring her for an ultrasound. She has been booked in already following a 2ww. She said she cannot believe how quickly you referred her, she got a scan the day after talking to you and a gynae appointment within 3 weeks’ 

We said – Wow that really is incredible! We are so pleased you managed to get seen so quickly. We unfortunately do not have any control over appointments once a referral has been made however, we will always try to make sure you are referred in the most appropriate and prompt way to begin with. We are glad Raheena was able to get this referral arranged for you so quickly and hope you are feeling better now you have been seen. 



You said – ‘Patient would like to say a big thank you to Carol who called her to arrange a face to face appointment. She was waiting outside for her husband and got an appointment more or less straight away. She is very grateful and has sent in some mini donuts as a thank you’

We said – Our triage team are doing a brilliant job at managing the increasing demand. They aim to provide a very quick and efficient response in order to leave our patients feeling satisfied with the service they are receiving. 
The donuts would have definitely been most appreciated. Thank you so much. 



You said – ‘Patient said how wonderful our online triage system is. Very easy to use and will be leaving us a review. He would like to say what a fantastic job we are doing’ 

We said – We are very grateful that you have taken the time to report this back to us as your feedback really is so important. It not only allows us to hear our patient’s views but also helps us identify any areas that may require improvement. We strongly believe this service is very beneficial to not only ourselves but more importantly our patients. 



You said – Email from Medical Examiner Officer ‘Thank you so much for your prompt response. When I spoke with the patient’s daughter she was very grateful she was listened to and appreciated our response. Well done and thank you’

We said – We are so very sorry for your loss. We are glad we were able to support you through such a difficult time. 



You said – ‘I had a wonderful appointment with Dr Machado. She was warm and compassionate towards my son and listened carefully to my concern. I really appreciated her help’.

We said – Dr Machado has certainly left her mark on our patients at Victoria Road. We are so lucky to have her here with us as are our patients.


You said – I have just seen Dr Zoe Chandy. She was very helpful. She listened to my concerns and advised accordingly. Very good experience thank you’

We said – Dr Chandy is wonderful and always goes the extra mile to help her patients. She will be very pleased to hear that you had such a good experience and felt your problems were dealt with in a professional manner. 



You said – ‘You have been a brilliant practice for my parents. Thank you especially to Claire and Vjay who have helped them. You responded to an urgent request with a visit in less than an hour which was wonderful. Also paydens pharmacy have been excellent – so helpful’

We said – This is lovely to hear. We really hope your parents are doing well it sounds as though they are being well looked after. 



You said – ‘I have just been attended to by Katie (HCA). She was really professional, caring and thorough. A real asset to Victoria Road Surgery’

We said – An asset she is indeed. Thank you for your kind words we will feed this back to Katie. 



You said – 
‘Date seen - 30th May 2025
Clinician – Martin Wessels 
Reason for visit – Ringing in ears 
Communication – Very good
Listen to concerns – Completely
Diagnosis – Mostly
Medication – Not needed
Time – Completely 
Schedule appointment – Mostly
Reasonable time – Completely
Prepare – N.A
Clean – Completely 
Experience at the surgery – Excellent 
Recommend – Definitely’. 

We said – Wow, this is brilliant thank you. Martin is incredible and extremely passionate with what he does and it certainly shows. 


You said - ‘Patient mum has said how lovely Dr Lim has been with her little one, said they have seen him twice now and he's been so lovely both times.’

We said – Dr Lim will be very happy to hear this feedback, thank you. It’s great to know that your little one has had a pleasant experience. Hopefully this has embedded confidence when it comes to needing to visit us. 
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Overall how was your expirence of our service?

Very good Good Neither good nor poor Poor Very poor Don't know Total

Handwritten 0 0 0 0 0 0 0

Telephone call 0 0 0 0 0 0 0

Tablet/kiosk 0 0 0 0 0 0 0

SMS/text message 598 141 27 9 10 4 789

Smartphone app or online 0 0 0 0 0

Other 0 0 0 0 0 0 0

Total 598 141 27 9 10 4 789

For Submission: Very good Good Neither good nor poor Poor Very poor Don't know Total

For Submission: Handwritten Telephone call Tablet/kiosk SMS/text message Smartphone app or online Other

0 0 0 789 0 0

How likely are you to recommend us to your friends and family?

Extremely Likely  Likely Neither  Unlikely  Extremely Unlikely  Don’t Know  Total 

Handwritten 0 0 0 0 0 0 0

Telephone call 0 0 0 0 0 0 0

Tablet/kiosk 0 0 0 0 0 0 0

SMS/text message 504 212 44 10 10 9 789

Smartphone app or online 0 0 0 0 0 0 0

Other 0 0 0 0 0 0 0

Total

For Submission: Extremely Likely  Likely  Neither  Unlikely Extremely Unlikely  Don't know Total 

504 212 44 10 10 9 789

For Submission: Handwritten Telephone call Tablet/kiosk SMS/text message Smartphone app or online Other

0 0 0 789 5 0


