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Friends and Family Test 

October 2021 Results 
Total responses: 119 

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

Very good 85 (71.4%) 

Good 21 (17.6%) 
Neither good nor poor 4 (3.4%) 

Poor 5 (4.2%) 

Very poor 4 (3.4%) 
Don’t know 0 (0%) 

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

 "In the light of the ongoing covid situation the appropriate measures were taken to ensure all 
parties were safe - very prompt appointment with the nurse who was very polite and friendly" 

 "The nurse was very helpful & I felt she listened to me." 

 "go answered every question quickly and effectively" 

 "Clear, kind communication. Felt very comfortable." 

 "Great communication. Felt comfortable talking about my concerns. Didn’t feel like a number." 

 "Quick response on the telephone, referral letter sent within minutes, always a pleasant practice 
to deal with" 

 "Very pleased with All" 

 "I discussed the health issues and received advice and planning for the future and upgrading 
medication." 

 "Phoned for 10 minutes and most helpful" 

 "Dr Nanra is so nice to talk to and describes everything so clear the best dr I've ever had" 

 "Happy all went well thanks" 

 "The doctor was very helpful" 

 "Dr haworth listened to everything I had to say she was very pleasant and at the end of it I had a 
very good result" 

 "Dr Haworth, listen to my health issues, gave me great advice and support, arranged for a follow 
up session with the nurse and cardiology dept. Very impressed with the quality of her 
consultation" 
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 "Very understandable and has said to ring me back in 3 weeks time" 

 "Very prompt call and diagnosis dealt with efficiently" 

 "Dr Haworth very helpful & honest" 

 "Very helpful with the questions I asked and the information that was given" 

 "Doctor was very through and informative and spent a lot of time explaining things in a friendly 
professional manner" 

 "Pleased with doctors report." 

 "Relatively swift response to my initial enquiry and 2nd appt after x-ray. GP seemed clued up on 
my situation and had clearly thought through possibilities. Very clear explanations & I felt I had 
been listened to. I already have an ultrasound appt only hours later" 

 "Excellent service appointment on time" 

 "They were very kind." 

 "Very good appointment phone call." 

 "I felt I was listened to professionally and with empathy." 

 "Was dealt with satisfactory, and was happy with the time is as given to explain." 

 "Nicky treated me really well. Despite being disabled I was treated with the same respect as an 
able bodied patient , just with any additional help I needed. This may sound obvious but is 
actually really rare so very very appreciated." 

 "Answered my questions and gave me an opportunity to ask advice and discuss future 
treatment" 

 "The staff are always so friendly and Nicki made me feel very comfortable. Despite the surgery 
being busy at the time, I had a very short wait for my appointment." 

 "Excellent service, very pleasant reception staff & nurse Karen was great" 

 "Appointment on time, very efficient and friendly practise, nurse Nicki was great" 

 "Friendly, approachable staff at every level" 

 "Good advice" 

 "I always find Dr Nanra to be very supportive and helpful and always has a cheerful manner." 

 "Good friendly service" 

 "Dr Hannah Mitchell gave me time to explain my symptoms, she also read my previous case 
history, I felt very comfortable talking to her" 

 "Doctor was extremely understanding and helpful" 

 "All aspects of my visit were dealt with to my satisfaction, in a professional, kind and caring 
manner." 

 "This surgery provides a very friendly and professional service. The doctor is very knowledgeable 
and reassuring." 

 "Karen was so helpful made me feel like I mattered so grateful lovely lady" 

 "Excellent Doctor / Excellent service" 

 "So understanding" 

 "Dr. was very thorough and caring" 

 "I went in on time.also very polite" 

 "Very helpful, going avoid and beyond to fit an extra appointment in. Very informative, listened 
to what I had to say and follow up arranged. Left feeling happy with advice given." 

 "From reception ladies to Karen always very comfortable, you are the best GP surgery in Medway 
" 

 "Good timing pleasant good experience" 

 "Great personal service and felt really listened to" 

 "Information that I wanted was very clear" 

 "My concerns were answered to my satisfaction" 

 "My appointment went well with the nurse and i didn’t have to wait long for her to phone me." 
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 "The nurse was very helpful and very nice!" 

 "All questions answered well" 

 "The nurses are always friendly and efficient." 

 "Appointment on time and very friendly atmosphere" 

 "I was seen on time. The nurse was an absolute delight. Never felt rushed and didn't feel as if I 
was wasting her time. She took the trouble to listen to me, and give advice. A very welcome 
experience thank you." 

 "Personal touch, don’t feel like just another patient" 

 "I have spoken to doctor Nanra he was very thorough and gives me time to explain the problem 
not only he goes way and beyond helping into solving the issue." 

 "Great service from all the super friendly staff" 

 "Dr Jones is so approachable and thorough. I always feel nothing is too much trouble for her." 

 "Karen the nurse was very helpful" 

 "Very good service" 

 "very thorough nurse" 

 "Very helpful with information" 

 "Karen is always so helpful, calming and informative. Never feel patronised or lectured. She had a 
lovely mannerism with realistic advice and empathy. Thank you" 

 "Because it was perfect in every way" 

 "As always the staff are all very pleasant and efficient understand your problems and deal with 
them" 
 
 

Good: 

 "Phone appointment was timely and advice given was clear" 

 "All went ok" 

 "Nurse Nikki excellent. Service second to none. Very professional. Put me at ease from the start" 

 "The doctor promised to get back to me by text about my query." 

 "It was as expected" 

 "all members of staff are always helpful and polite at a very difficult time" 

 "Everything went smoothly and quickly" 

 "Cause I did" 

 "Efficient Dr and quickly followed up with a face to face appointment. The only downfall with 
telephone appointments is that you have to wait a while to get one and then not knowing what 
time they are calling" 

 "Explanation was very good." 

 "Very informative" 

 "Appointment on time, I felt I was given full attention." 

 "Time to be seen was prompt and lovely staff manor. Reassuring and supportive" 

 "Called on time satisfactory result" 

 "Everyone was polite and obliging" 
 

 
Neither good nor poor: 

 "Nurse was running late" 

 "Well i went to hospital for scan on a Monday my surgery got results by weds but had to wait 3 
weeks for phone appointment to get results ????" 

 "I missed phone calls as I couldn’t hear my phone at work, when working on shop floor it is 
impossible to hear" 

mailto:orchardfamilypractice@nhs.net


 

The Red Suite, Rainham Healthy Living Centre, 103-107 High Street, Rainham, Kent, ME8 8AA, 
Tel No. 01634 337620, Email: orchardfamilypractice@nhs.net 

 

 "Running late. Felt rushed when got into the room." 
 

 
Poor: 

 "They won’t see people, all phone appointments, called today and i was on a work call, left 
message to say they’d try again, they didn’t. Don’t give you a time they will call" 

 "Waited half hour after appointment time" 

 "Disjointed approach to my care." 
 
 
Very poor:  

 "Have not been for months" 

 "The surgery sent us individual texts stating that all of our family members have a back to back 
appointments at the surgery . But when we got there they said we did t have an appointment at 
all. The receptionist was very rude about the whole situation" 

 "Despite receiving reminder texts to attend the appointment, once we arrived at the surgery we 
were told that we didn't have any appointments. Receptionist was rude" 
 

Don’t know: 
 No comments. 
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