Friends & Family – You said, We Listened
(updated 9/6/26)

	You Said….
	We Listened….


	Why is it totally empty when I come into the surgery?
	Just because the waiting room may look empty when you come into the surgery, it doesn’t mean that the doctors and staff have nothing to do.

Not every patient needs to come into the practice; the pandemic helped us accelerate the use of IT.  For example, clinicians can review conditions from photographs or video consultations and so can be managed remotely.  This often suits patients better as they don’t have to take time off work.

Some conditions are better seen by other health professionals such as physiotherapists, clinical pharmacists etc who may not be based in our building.

Regal Chambers Surgery is a large practice with consultation rooms on two floors. There are therefore several waiting areas and it may not be obvious that patients are in the surgery and waiting to be seen.


	Why do appointments not run on time?
	All of the face to face appointments are 15 minutes and the clinicians work hard to try and keep the appointments running on time.

We understand that it can be frustrating and inconvenient for you.

Unfortunately, there will occasionally be patients who present with complex issues or who are in distress. There may also be patients who require admission to hospital and this can take time to organise.
These appointments will inevitably take longer than their allocated time.

We would ask for your understanding and patience at times of delay.

	Why is it difficult to get an appointment?
	We understand that it is sometimes difficult to access an appointment at the surgery and we apologise for any frustration that this causes.
All staff in the practice work hard to ensure that we are able to offer as much capacity as possible to meet the over increasing demand.  

The demand for appointments is something that is frequently reported in the national media. There are a variety of reasons for this including a growing population, an ageing demographic, shortage of GPs and an increased awareness of healthcare services.

The practice has introduced several initiatives to try and improve access to the surgery.

We introduced a telephone assessment appointment system in May 2019 and all patients are required to speak to the duty clinician in the first instance.  This may be a doctor or a Nurse Practitioner depending on the symptoms described.  The duty clinician will assess the patient on the telephone and decide what the urgency is, if the symptoms can be managed remotely or if and when a patient needs to be brought in for a face to face appointment.  Patients may have a preference about which clinician that they speak to or see.  This can be accommodated, however, the patient does need to speak to the triaging clinician in the first instance.  

We recruited three new Salaried GPs to the team last year and an additional Nurse Practitioner.

We commissioned a new telephone provider in July 2022.  The dashboard allows us to see the number of patients calling.  We know that our busiest times to receive telephone calls are on a Monday, Tuesday and Friday morning.  Our clinical admin team supports the receptionists and will help answer telephone calls with requests for appointments for the first hour on these days of the week.  
We have also increased the number of receptionists employed by the surgery.

Patients can request appointments using our online consultation tool (AccuRx) via our website.  These are processed and managed in the same way as telephone calls.

	The phone appointments are too short
	Telephone assessment appointments on the duty clinician list are short and are used purely to gather information for the clinician to make a decision.

Routine telephone calls to discuss issues such as results are limited to 7.5 minutes.  Most information can be shared with patients via text or email and this is the preferred method of contact by the surgery.  

If there are complex issues to discuss or more than one issue, a double appointment can be booked when deemed necessary.

	My appointment was cancelled for the third time, an hour before the appointment was due and via text message.
	We are sorry that we sometimes have to cancel appointments and we can understand the frustration that this causes.  

The main reason that appointments are cancelled is due to sickness in the team and we get very little notice when this happens; the most efficient way of cancelling non-urgent appointments is via text. 	

	Wait for blood test appointment
	We have limited availability at the surgery and Bedford Road, however, patients are able to book an appointment online at the Lister Hospital.

	Booking Appointment 3 months plus in advance
	Our nurse appointment templates are usually on 3 months in advance.  We have been making adjustments to the templates and this maybe why there has been limited availability.

	Reception staff need customer care training
	We understand that the reception area is the first point of contact for our patients and it is important that this experience is positive and supportive.  We are committed to providing regular customer care training for our reception team.  Our training sessions are held both internally and in collaboration with other surgeries in our Primary Care Network.  This approach allows us to share best practice.


	Prescription department not very good
	Prescription requests are generally managed by our reception team and then tasked to the doctor for authorisation.  It typically takes up to 2 working days to authorise a repeat prescription.  If medication needs to be reauthorised or is not on repeat, it may take up to 5 working days.  We kindly ask patients to submit their prescription requests in good time, ideally up to 7 days in advance, to ensure there is no disruption in medication supply. Please direct any specific concerns to the surgery directly.

	Would be nice to see our own doctor for a change
	We understand the importance of continuity of care and the comfort of seeing a familiar face.
Patients are registered with a named GP primarily for administrative purposes.  Our telephone appointment system requires patients to initially speak with the triaging clinician who will assess the clinical urgency of the situation.
If it is deemed clinically appropriate for you to be seen on the same day, the choice of GP may be limited due to availability.  However, if your condition is non urgent you are welcome to request your preferred doctor and we will do our best to accommodate your request.

	It is not as simple as it could be and one way communication
	We are sorry to hear that your experience with our service has not been straightforward and that communication has felt one-way.  We strive to make our services as user friendly as possible and to keep patients informed of any changes or issues.  We welcome any constructive suggestions you might have on how we can enhance our communication and service delivery.  Please feel free to share your ideas with us as we are committed to making positive changes that benefit all our patients.

	Urine sample was lost
	We understand the inconvenience caused when samples get lost and need to be repeated.  Samples are collected by an external courier each day and transported to the laboratory for analysis.  Unfortunately there are occasions when samples may get lost in transit and we are unable to provide specific reasons for this occurrence.  We provide feedback on these issues to minimise such incidents in the future.


	I am not confident that I would get a face to face appointment if this was needed
	We understand the importance of having access to face to face appointments when needed.
While we operate a telephone appointment system, please be reassured that our surgery is committed to offering face to face appointments whenever they are deemed clinically necessary.  The initial telephone consultation with the triaging clinician helps us to assess the urgency and nature of your healthcare needs.
This system allows us to effectively manage demand and ensure that there are sufficient face to face appointments available for those who require them.  Our priority is to provide you with the appropriate care in a timely manner.

	Surgeries need to be linked so that information can be accessed
	All surgeries in the Primary Care Network (Regal Chambers, Portmill, Bancroft and Whitwell) use the same clinical system and all information is therefore available to the clinicians that you may see in Extended Access.

	Not satisfied – ended up at the hospital after several appointments
	Our GPs are dedicated to managing patients primary health care needs within the surgery.  However, there are times when secondary care input is required and in such cases, attending a hospital is necessary.  This approach ensures that you receive the most appropriate and comprehensive care for your condition.  Our priority is always your health and wellbeing and we aim to provide the best possible outcomes by collaborating with specialists when needed.

	I seem to get a lot of unnecessary texts from you
	We understand that frequent messages can be overwhelming.  Our intention is to keep patients informed and updated about important health related matters.  
We have reviewed what is being sent to patients and try to ensure that this is targeted and relevant rather than sending blanket messages to all patients.

	I recently submitted a complaint and have not received any acknowledgement of this, nor a response to its contents.  If this is the way you treat completion of Friends and Family questionnaires, I see little point in bothering to complete any more.  I hope this message warrants a reply.
	We would like to assure you that we acknowledge and respond to all complaints within the agreed time-frame. Currently, we are not aware of any outstanding complaints that have not been addressed. As the feedback from the Friends & Family Test is anonymous, we are unable to respond directly to any specific complaints made via this route.
If you have specific concerns or wish to make a formal complaint, we encourage you to contact the surgery directly. You can reach us via our generic email address: E82075.regalchamberssurgery@nhs.net. This will allow us to address your concerns more effectively and ensure a timely response.


	I was told to contact the hospital consultant to get a sick note following a cataract operation
	It is the responsibility of the hospital to issue the initial fit note that is required following surgery and not the GP practice.

	I was dismissed by the doctor whom I saw in person as she noted I was being unfair in her words and that I took more than 10minutes and should have booked double appointment. I was in for my emotional health deteriorating and in a need of support 
	Your emotional health is important, and we strive to provide compassionate and supportive care to all our patients.
We understand that discussing emotional health can be challenging and may require more time than a standard appointment allows. We encourage patients to book double appointments when they anticipate needing more time, but we also recognise that this may not always be possible or apparent beforehand.

	Called for an appointment for 16 month old son (who was premature) but could not access an appointment
	We sincerely apologise for the difficulties you faced in securing an appointment for your son. We understand how concerning it can be when a child, especially one with a history of being premature, needs urgent medical attention.

We strive to accommodate all urgent cases (particularly children) and are sorry that we were unable to meet your expectations on this occasion. Your feedback regarding the reception staff's response will be reviewed to ensure we provide empathetic and considerate service to all our patients.


	I understand why the appointment system has to be strictly controlled. But the telephone system at the practice, particularly for older people is very difficult to access. Furthermore, many aspects of your App is not available to you patients. Written correspondence via the App and also delivered to the desk is apparently ignored!
	We apologise for any inconvenience you've experienced with our appointment and communication systems. We understand the importance of accessibility, especially for older patients, and are committed to improving our services. 
Your comments regarding the telephone system and online consultation will be reviewed to ensure we provide a more user-friendly experience. 




	Still don't think I am getting clear idea of how we are proceeding but perhaps because I came with too many minor heath issues at once. Please when I get my blood results come back can a doctor talk me through next steps rather than hearing from the receptionist like last time that all bloods were good and that being the end of it. Would prefer to talk through with a clinician.
	We understand the importance of clear communication regarding your health. Typically, we send a text to inform patients of normal results, and we do not routinely discuss these over the phone. However, if you prefer to discuss your results with a clinician, you are able to book a routine telephone appointment with a clinician.

	Informed by doctor and receptionist that you can turn up at the Lister as a walk in for non urgent blood tests.  Information was incorrect and meant weeks of delay and a wasted trip
	We sincerely apologise for the inconvenience caused by the incorrect information. We will ensure that our team is updated to prevent this from happening in the future. 

	Disappointed in level of help on offer.  Routines regarding vaccinations, annual checkup and blood test notifications are good but access to GPs is difficult and there seems to be no feedback from GP (after referral to hospital and results sent to GP). Also surprised the surgery is closed on Saturdays ?  Could it be used for routine checkups etc ?  
	We appreciate your positive comments on our vaccination and check-up routines. 

We offer appointments during weekday evenings and Saturdays through the Primary Care Network extended access service at Portmill. 

	I think the ability to listen and redirect or advise patients is important. I am not sure if that was the case.

	We agree that listening and providing clear guidance to patients is crucial. We are committed to ensuring our team is attentive and responsive to patient needs. Your comments will be used to help us improve our service. 

	There needs to be another way for the frail and elderly patients to contact patients for online requests.
	Currently, patients can use our online consultation form or call our reception team to book appointments. For ordering prescriptions, patients have the option to do this online or submit a handwritten request to reception. We do not take prescription requests over the telephone for patient safety reasons.

	Practice may need to consider recruiting additional receptionists.  People working in the week may find it difficult to take time off, maybe a weekend surgery may help.
	We regularly review our staffing levels and believe we employ the right number of receptionists to meet our patients' needs. However, we acknowledge that there are busy periods when patients may need to wait for assistance.
We do offer evening and Saturday appointments through our Extended Access Service. This is run from Portmill Surgery.

	Difficulty booking an appointment forcing me to use 111. Then the muddle between youselves Re answering the call arranged by11 However after the 3 days of effort the face to face Was good, helpful and productive
	We're sorry to hear about the difficulties you experienced in booking an appointment and the confusion with NHS 111. We are continuously working to improve our appointment system and communication processes. We're pleased to know that your face-to-face consultation was helpful and productive.

	Attitude of receptionist. Extremely condescending and who found it worthy of laughter when surgery system failed to make a suitable appointment. Blaming the patient for an error generated by the surgery system. Not the first time I have witnessed this behaviour but the first time being a victim of it myself.
	We sincerely apologise for the experience you had with our receptionist. This is not the level of service we strive to provide, and we will address this matter with our team to ensure it does not happen again. Your feedback is crucial in helping us improve our service and patient experience.

	My annual review was due but the bloods were not ready so had to come in twice to have bloods but Sarah saved the day with here positive attitude
	We apologise for the inconvenience caused by the delay in your blood tests. We're delighted to hear that Sarah's positive attitude made a difference in your experience.

	Tried to get a DR appointment, I am given over a week for a call back. I thought it was supposed to be within 1-2 days
	We are unsure what is meant by waiting over a week for a call back. Our call back system is designed to ensure that you are contacted the same day, and an appointment with the on-the-day duty doctor will be booked as per our telephone triage appointment system.
If we are fully booked and the condition described is not clinically urgent, patients will be signposted to NHS 111 or the urgent care centre for further assistance.


	I had an appointment with a male doctor and you changed it to a female without warning or letting me know
	We apologise for not informing you about the change in your appointment from a male doctor to a female doctor. There are situations when we need to adjust appointments at short notice due to sickness or unforeseen circumstances. We acknowledge that this should have been better communicated to you, and we are taking steps to improve our communication processes.

	Appointment system is convoluted and distressing
	Following patient feedback, including FFT responses, we introduced a new appointment system on 29 September 2025 in line with updated contractual requirements from 1 October. The change aims to improve access and ensure a fairer, more consistent experience for all patients.
All appointment requests are now submitted via an online consultation form. If you're unable to complete the form yourself and don’t have someone who can help you, our reception team will be happy to complete it with you over the phone.
The online consultation service is available during our core hours – Monday to Friday, 8:00am to 6:30pm.


	Cannot seem to get a doctor that truly understands neuro diverse conditions and PTSD and making reasonable adjustments
	We’re sorry to hear that you haven’t felt fully supported in relation to neurodiverse conditions and PTSD.
While General Practitioners are not specialists in any one area, all of our doctors receive training and have an understanding of neurodiversity and the challenges associated with PTSD. They are also able to refer or signpost patients to more specialist services when appropriate.
We take reasonable adjustments seriously and have systems in place to facilitate this.


	Not able to take a call as busy with chores; not able to wait for a phone call.
	We understand that it’s not always easy to take or wait for a call, especially when you have other commitments.
When submitting an online consultation, there is an option to include details about any times that should be avoided. This helps our clinicians try to contact you at a time that works better for you, where possible.
We recommend providing as much information as you can when completing the form, so we can tailor our response to your availability.


	I get texts inviting me to make appointments but unclear what about.  I have several issues so would be helpful to be more specific.
	Thank you for this feedback; we will try to make sure future appointment texts clearly state what the appointment is for, especially when there are multiple ongoing issues.  If you are ever unsure then please call to speak to our reception team.


	Appointments are never available
	We’re sorry to hear that you’ve had difficulty booking appointments. We regularly review our appointment availability each week to ensure a balance between same-day and advance bookings. Our clinicians also assess the urgency of each request to make sure appointments are used appropriately and patients are seen within a suitable timeframe.


	No one seems to be in charge Surgery and it looks like two receptionist are running the surgery
	We do have a clear management structure in place, with a full-time business manager and deputy business manager overseeing the running of the surgery. They are not based in reception, so may not always be visible to patients. Our reception team leader, who is based in reception, can assist with queries and escalate them to management when needed. If you would like to speak directly with a member of the management team, please don’t hesitate to ask.


	Not impressed with the new triage system, Wouldn’t download on my phone its ok for the younger generation who have been  brought up with modern tech.
	We’re sorry to hear you’ve had difficulty with the new triage system. The new system was introduced to make accessing the surgery easier, and the online consultation tool is available throughout our core surgery hours. We understand that not everyone is comfortable using technology, so please be assured that you can still call reception and a member of the team will complete the form for you.


	It's hard to get an appointment. It can be difficult to get a repeat prescription. You don't get test results even when asking first them.
	We’re sorry to hear you’ve experienced difficulties with appointments, prescriptions, and test results. Our new online consultation system, AccuRx, has been introduced to make it easier to request appointments and repeat prescriptions. It can be accessed through our website or the NHS App. Once test results have been reviewed by a doctor, they are shared with patients and can also be viewed directly through the NHS App.


	It was for a flu jab - in and out. It was odd that the person giving the jab did not have my details (name and NHs number) on a sheet to confirm I had been given a jab. She wrote down my name incorrectly on a slip of paper which I had to put in a basket on the way out. Not much data protection there!
	We appreciate you taking the time to share your experience. During our walk-in flu clinics, patients are asked to provide their details directly to the clinician to help manage the large number of attendees efficiently. If a name is recorded incorrectly, our administrative team is able to verify and correct this using the date of birth. Please be assured that we take data protection very seriously — the slips were collected regularly by administrators and were not left out for others to see.


	My medical records contain incorrect information which needs to be corrected.  As a result I was called to the surgery to receive a vaccination I am not entitled to.

	Thank you for bringing this to our attention, and please accept our sincere apologies for the error in your medical records and any inconvenience caused as a result.
We have identified that some information from a recent lung cancer screening pilot was incorrectly coded in a number of patient records. Once this issue was recognised, we carried out a full review and have since run a system-wide search to identify and remove these incorrect codes.

We take the accuracy of patient records very seriously and have put measures in place to prevent similar issues in the future. Thank you for your understanding and for helping us improve our service.


	I cancelled my flu inoculation appointment as I was unwell on the day.  Online system did not offer opportunity to book a new date.

	Thank you for your feedback. We’re sorry that you were unable to rebook your flu vaccination appointment online after cancelling due to illness. Unfortunately, the online booking system does not currently allow patients to automatically reschedule appointments.

Patients who have not yet booked will receive further invitations, and appointments can also be made directly through our reception team. 

Please note that we order a limited number of vaccines at a time to help reduce waste, but we will always do our best to offer an alternative appointment as soon as stock is available.


	I came for my flu jab, it was evident I was struggling to walk, I  was using a walking stick and was breathless. I was not offered a seat while my details were being checked or when I was given the jab. 

	Thank you for your feedback, and we’re very sorry that you were not offered a seat during your visit. This does not reflect the standard of care we aim to provide. We will remind our team to be more attentive to patients who may need additional support or seating while waiting.


	On three separate occasions I have provided written details of mother’s prescription twice they have failed to issue the prescription and on one item the dosage is wrong despite me reminding them.

	Thank you for your feedback. We’re very sorry to hear about this experience and understand how frustrating this must be. Prescription accuracy and timely processing are very important to us.
If you’re willing, please contact us through our formal complaints process so we can review this in detail, investigate what happened, and address any concerns appropriately.


	The booking system is dreadful and inflexible. None of the staff whether Dr or support seem to listen. I feel unsupported judged and not valued. There is a lack of care that pervades all the interactions with staff. Patients appear to be responded to as an inconvenience rather than as a client in need of help. The booking system will not accommodate continuity of care in a timely fashion. I am to wait to speak to a Doctor of my choice for six weeks and even then it is a telephone appointment. This doesn’t feel suitable for a complex case with roots that go back 50 years.
	Thank you for your feedback. We’re sorry to hear that you’ve felt unsupported and unvalued — this is certainly not the intention of our doctors or staff.
We understand that the recent changes to our booking system have been frustrating. These changes were introduced in line with contractual requirements, but we recognise that they may not suit everyone, particularly for more complex or longstanding concerns.
If there is a specific clinician you would prefer to speak to, this can be requested through our online system, and we will make every effort to accommodate this where clinically practicable. If you would like your concerns reviewed in more detail, please contact us through our formal complaints process so we can look into this further.


	Depends what you need to contact the surgery for .Nurses helpful .Online site difficult for elderly . Text messages sometimes sent with no explanation or personal input from anyone . Generally no longer feel surgery is really interested in patients as people .

	Thank you for your feedback. We’re sorry to hear that you’re finding the online system difficult to use. If you’re unable to use the online site, you can still telephone reception and our team will complete the request on your behalf.
To help manage demand and respond to all patient requests as safely and efficiently as possible, we do use text messaging more frequently to gather information and share advice or resources. This is not intended to feel impersonal, but to help us manage the growing demands of working in general practice while ensuring patients receive timely support.


	The appointment itself was fine, however you need to tell people to arrive 20 minutes before their appointment if they need to use the health pod. I arrived a few minutes before my appointment and was unable to rest for 10 minutes as stated on the machine before taking my blood pressure causing a false reading.

	Thank you for this helpful feedback. We’re pleased to hear that your appointment itself went well, but we appreciate you highlighting this issue.
We will be mindful to advise patients who need to use the health pod for blood pressure readings to arrive earlier, so they have enough time to rest beforehand and obtain an accurate result. Thank you for bringing this to our attention.


	Electronic system seems to work well. Frustrating that communication by texts or links is one way. 

	Thank you for your feedback. We’re pleased to hear that you feel the electronic system is working well.
We appreciate that one-way text communication can feel frustrating. At present, we do not have the resources to safely manage an additional two-way messaging stream. However, patients can still contact the practice by telephone or through the online system if a response or further discussion is needed.


	Dreadful telephone system now with a robot on !! Different doctors every visit if you can get an appointment at all . No sensitivity to patients old age or previous history . Lack of onsite blood tests without very long wait . Altogether no personal touch from anyone at the surgery any more .  I have been a patient at Regal chambers since it first opened and I find it very distressing how the quality of treatment has deteriorated .
	We have been trialling an AI receptionist and are actively seeking patient feedback. This is optional for patients and is intended to free up our reception team to support more complex queries and improve overall access to the surgery.

We recognise concerns around continuity of care and always aim to provide a personal service wherever possible.

We are also aware of the limited availability of on-site blood test appointments. This is a commissioning issue which we continue to raise, while also exploring what can be done within the practice to increase capacity.


	I received an NHS text message to book my son in for his 3 year jabs which I did. We turned up for the scheduled appointment at 09:30 only to be told that we were too early and my son couldn't have his jabs until he was 3 years and 4 months with the nurse asking me who had told us to book them. Complete waste of time and this appointment could have gone to someone who required it.
	We are sorry for the inconvenience caused.

You’re right that the preschool booster is usually given from around 3 years and 4 months, and it appears the automated text invitation was sent out too early in this case, leading to an unnecessary appointment.

We will review the reminder system to help prevent this happening again.


	I didn’t feel reassured by advice given over text- only text correspondence back and forth - with different doctor about same problem! unable to fully explain what I was concerned about. Felt not listened to and that the Drs were uninterested like I was a nuisance
	We are sorry that this was how you felt your communication with the practice was handled.
We use text-based communication for straightforward issues in order to reduce delays and make best use of available appointment capacity for patients who need clinical input. However, we appreciate that this approach may not always feel personal or sufficiently clear.
If anything is unclear or you feel you need to discuss your concerns in more detail, you are always welcome to book a routine telephone appointment with a GP.


	Although the appointment was reasonably thorough, advice on what to do next was basic 'here's a leaflet what I think it is, have a nice day'. I suppose I need to go find myself an hearing specialist.
	The aim of the appointment is to assess your symptoms, provide initial advice, and support you in making an informed decision about next steps. In many cases this includes signposting to trusted information or relevant services, as GPs are generalists rather than condition-specific specialists.


	Did not see my usual doctor. The doctor I saw didn't know me, so the appointment seemed a waste of time.
	We do understand that it can feel frustrating not to see your usual GP. Where possible we will always try to book patients with their preferred or usual doctor to support continuity of care. However, this is not always possible when appointments are needed more urgently, or when the preferred GP is not available on the day.
In these situations, we aim to ensure you are still seen in a timely way so your needs can be assessed and addressed without delay. If follow-up or further discussion is needed, you are welcome to request a routine appointment with your usual GP where continuity can be maintained.


	What is Friends and Family?
	Friends and Family Test (FFT) is a short feedback tool used by the NHS that asks patients whether they would recommend the service they received, along with any comments. It helps us understand patient experience and improve care.



Feedback provided by patients via Friends & Family is anonymous. There is some feedback that we are unable to generically comment on due to confidentiality.  We would encourage patients who have any specific concerns that warrant investigation to contact the surgery as per our Complaints policy.
