
Practice Overview of friends and family test results during the 
COVID pandemic 

 

Throughout the pandemic, we have been sending friends and family texts through to 
patients who have had some form of appointment with one of our clinical team. 
The results from May 2020 to end of Feb 2021 are: 

 70.6% would be extremely likely to recommend us to friends and family or 

thought the service was very good 

 24.9% would be likely to recommend us to friends and family or thought the 

service was good 

Some of the patient feedback we have been given during this time: 
“Excellent care by the doctor and reception staff. Thank you!!” 
“Surgery was set up well...Doctor was dressed in an appropriate manner when 
asked why in scrubs she was very informative and explained.” 
“Felt safe with covid precautions. Efficient appointment. Doctor clearly explained 
approach.” 
“Everybody is so very nice and helpful and felt safe.” 
“My appointment was kept on time by staff. I have been informed very well by text 
messages. The lady who gave me injections was very polite.” 
“Visit was quick and efficient. Restrictions were good.” 
“Happy helpful nurse and social distancing excellent.” 
“Really well planned out route in and out of the surgery. Making me feel safe.  Staff 
positive and friendly, overall and in these current circumstances, I feel that the staff, 
Doctors and nurses did a superb job.” 
“Well organised, quick, socially distanced flu jab clinic.” 
“From entering the doctor's surgery to leaving it was run like clockwork very 
professional it took only minutes.” 
"During this time of uncertainty and worries, the visit was well organised and stress 
free as could be no fuss no waiting around.” 
“In and out quickly we'll organised covid secure." 
“Happy helpful nurse and social distancing excellent.” 
“I have been able to access an excellent GP for a face to face appointment for which 
I’m very grateful.” 
“No waiting, all PPE was being used.” 
“Had telephone consultation, the doctor decided I should attend for face to face 
consultation, he checked me thoroughly and gave me medication and found reason 
for my symptoms, very good." 
“Nurse very helpful and doctor saw me without an appointment which I was grateful 
for.” 
“I felt I was in a safe place and was treated with respect as always.” 
“Everyone is friendly, I wasn't kept waiting and all PPE was adhered too.” 
“Was seen straight away, satisfied with examination under covid restrictions.  Always 
very helpful at my surgery." 
“I have had nothing but amazing care from my surgery. I am absolutely 100% happy 
on my care they seem to go above and beyond. Even in these troubling times.  An 
absolute 10 out of 10." 
“Because the staff is doing great job during this pandemic. Specially doctors doing 
their best job.” 
“I was able to speak with my GP and was very happy with the way everything was 
handled" 
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The practice is following national British Medical Association (BMA) and Royal 
College of GPs (RCGP) guidance and moved to a remote consultation model when 
the pandemic started.  We offer a mixture of pre-bookable routine appointments and 
‘on the day’ appointments for urgent health problems.  During this time, we also 
introduced video consultations, online consultations and the function for patients to 
send a photograph before a telephone assessment. 
 
The ‘on the day’ telephone appointment requests are triaged and the GPs decide 
how urgently a consultation is needed.  If it is decided that the call is not urgent, the 
patient will be offered the next available pre-bookable telephone appointment or 
offered an alternative appointment with another appropriate health care professional 
in the practice or offered an Extended Primary Care (EPC) appointment – evening, 
weekend or bank holiday clinics.   
 
All patients are offered an initial telephone call and, if there is a clinical need, they 
are brought in for a face to face review, which is agreed with the patient to ensure 
that we bring patients into the practice following the current COVID guidance and 
considering the safety of patients and staff alike. 
 
Since the beginning of April last year up to April 2021: 
Our GPs: 

 have seen 806 patients in face to face appointments (including home visits) 

 have carried out 2845 telephone consultations 

Our nurses & assistant practitioner:  

 have seen 1688 patients in face to face appointments (including home visits) 

 have carried out 553 telephone consultations 

Our Primary Care Network (PCN) workforce, including MSK practitioner, Mental 
Health Practitioner & Pharmacists: 

 have seen 88 patients in face to face appointments  

 have carried out 714 telephone consultations 

Our phlebotomist: 

 has seen 856 patients in face to face appointments 

This is a total of 3438 face to face appointments and 4112 telephone consultations; 
this does not include any patients who were seen in the EPC service. 
 


