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Friends and Family Test 

March 2021 Results 
Total responses: 112 

 
Question 1: Thinking about your GP practice overall, how was your experience of our service? 
 
 

Very good 86 (76.8%) 

Good 19 (17%) 
Neither good nor poor 2 (1.8%) 

Poor 3 (2.6%) 

Very poor 2 (1.8%) 
Don’t know 0 (0%) 

 
Question 2: Please can you tell us why you gave your answer? 
 
Very good:  

 "Very understanding and thoughtful thank you" 

 "Dr Nanra has been so supportive through a difficult time for me and importantly listened. thank 
you" 

 "Listened to problem and clearly explained best course of action" 

 "Wasn’t rushed and actually listened, I’m in agony and he really made me feel like I will have 
some pain free time fingers crossed." 

 "Happy with everything" 

 "Dr Hannah Mitchell was lovely and very helpful" 

 "Thanks Nicky for making me feel relaxed. So glad I have changed GP surgery." 

 "Personal attention and genuine care for the problem im having with follow up arrangements 
too" 

 "Dr Mitchell is always very helpful and understanding" 

 "Very helpful and explained everything" 

 "Exactly on time - really helpful advice." 

 "Fantastic service" 

 "Doctor Nanra is very professional and very understanding. I am very pleased with the service 
and respect that I was given. This is a lovely Surgery with lovely professional staff am very lucky 
to be a patient there. Thank you." 
 

 "So friendly and helpful" 
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 "Very happy with results" 

 "My Doctor was very professional, nice and listened to me." 

 "Dr Nanra is a good doctor who cares and listens to his patients." 

 "The appointment was on time when said" 

 "Informative discussion" 

 "Only waited a short while, staff are pleasant and not stressed, all efficient with cleaning down 
areas & gels being used. Happy!" 

 "Dr Nanra listened to me, gave me advice and was friendly and helpful" 

 "Staff were helpful, friendly, professional and very efficient" 

 "Dr Nanra telephone appointment, he was polite, friendly and helpful, listening to my health 
concerns and giving me advice and reassuring me. Well done" 

 "Lovely staff" 

 "From the reception area the staff and diabetic nurse were all excellant" 

 "Always find Red suite Rainham healthy living kind and caring and helpful" 

 "Quick, efficient, friendly and helpful" 

 "Every thing explained to me perfectly" 

 "My gp listens to me and tries to find a good solution to problems. He is very friendly and 
approachable and easy to talk to. Always so professional." 

 "Information given was clear and easily understood." 

 "Efficient service" 

 "Nicky, your nurse was very helpful and listened to me. She took time to explain things to me and 
supplied relevant notes that I picked up the next day. The receptionists are very good as well." 

 "Very satisfied with the way the Gp handled my well being." 

 "My doctor listens, and is very helpful in arranging things that need to be done. Excellent service" 

 "Friendly and warm service" 

 "Very good service, always friendly staff receptionist, Debbie and Millie" 

 "I felt the doctor listened to me and gave me advice" 

 "Dr Mitchell us always friendly, professional and re-assuring." 

 "I cannot fault anything from my Doctor's surgery feel lucky to be at this surgery Doctor's and 
receptionists all so friendly understanding and kind" 

 "Pre-booked telephone appointment was confirmed tge day before and exactly on time." 

 "Easy to book appointment Doctor listened and even called back when my toddler was screaming 
Didn’t feel rushed at all" 

 "Good follow up to X-ray , reassuring and helpful." 

 "Did not feel rushed. Easy to speak to and advice clear" 

 "The nurse was very caring!" 

 "Quick and answered questions I wanted, solved problem" 

 "Dr Haworth is always empathetic, relaxed, thorough, listens and most importantly never makes 
me feel that im wasting her time or being rushed. Completely Trust her." 

 "Dr Mitchell is easy to talk to and is always willing to explain things to me" 

 "Nurse was great. We had a few challenges but both were so good and ensured I was ok." 

 "Treated with care." 

 "Very professional and kind" 

 "Felt quite safe and dealt with professionally an quickly" 

 "Dr Nanra is fantastic, so easy to talk to" 

 "Very kind , helpful & patient GP !" 

 "Finally got to see a doctor she was very helpful ????" 

 "Extremely helpful and caring" 

 "Doctor is caring and informative." 
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 "The nurse Nikki Hough is so lovely and makes you feel comfortable" 

 "Because Nicki just seems to understand me" 

 "On time phone call nurse very helpful" 

 "Telephone appointment saved me coming to the surgery" 

 "Always helpful. Prompt action when I call in." 

 "Dr Nanra has an excellent ability to listen to and work with his patients." 

 "I have had great support in getting my diabetes under control. I have been listened to during his 
process. I know that I have support at the end of the phone." 

 
Good: 

 "At start of phone call,I thought ,I could not wait 2 days for answer. Receptionist, realised this 
and phoned back in 5to 10mins with appointment with nurse in afternoon on phone. 10 out of 10 
for nurse." 

 "I felt safe and was seen almost on time. I was reassured following the tests carried out by the 
nurse" 

 "Lovely receptionists - Millie and Eileen - always very helpful and empathetic. Good standard of 
care from the doctors and nurses." 

 "My concern was resolved" 

 "My concern was resolved." 

 "Visit the nurse for blood pressure she was very helpful" 

 "A good discussion perhaps it is getting closer to getting helping my Wife getting nearer in 
helping a problems it’s been a long while" 

 "There is always room for improvement" 

 "Dr Haworth, as always, was friendly, professional, knowledgeable and above all else caring x" 

 "Got all information I needed and came away HAPPY." 

 "Nurse was very good and gentle and took her time with me and I appreciated it. Although had 
long wait in hot waiting room which was annoying!" 

 "Helpful and reassuring." 
 

Neither good nor poor: 

 "Unable to access services at GP without going through a telephone triage set up. No face to face 
appointments available. GP services seem to have been abdicated to the local A + E hospital." 

 "Bed side matter was good but explaining over the phone is off putting" 
 
Poor: 

 "The doctor was brilliant with me this morning quite caring with my problems. But had to drop a 
list of my bloodpressure readings in at reception and didnt want to get anywhere near me took 
something from me then jumped back didnt want to come out of her desk to deal with me 
thought i was going to shout across to her what i wanted to say and i wouldnt do it so when i ask 
if my perscription had gone across to the chemist she said it would take 48hrs and yet i told her 
Dr Nanra said he was sending it across straight away when i told her this she became quite 
abrupt and told me it was up to me to sort it out with the chemist i really couldn't believe she 
was acting like this as it was a bloodpressure tablet that i was supposed to be starting today so 
I'm sorry i didn't take to kindly to the way i was being spoken to. As it happened the chemist that 
i should have got it from was closed cos they didn't have a pharmacist there." 

 "In general the doctors are good. But the practice has become unapproachable. Everyone I know 
as a patient seem to feel the same. You cannot stand and talk to the receptionists up to two 
metres or more you have shout half way across the room. You cannot make a appointment to 
talk to a Doctor by phone at a time so it’s private, I had to talk to the Doctor with people around 
me who I don’t even know. It’s not really acceptable way forward for something so personal to 
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everyone. If it’s believed the system of a phone call is the way forward then give people a choice 
of a time so at least can talk with some privacy. And come out from behind the barricade" 

 "Lack of personality and as a diabetic review it was incomplete." 
 

Very poor: 

 "I have been trying to see or speak to my doctor for 2 weeks without success" 
 
Don’t know: 
No comments. 
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