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Members of the Committee are asked to:
e Note the contents of the report

Quality statement: 1, 6, 7, 10, 13, 14

This report includes data from user reviews and Friends and Family Test ratings on the
feedback centre from 1 September 2018 to 31 August 2019.

The majority of reviews received over this 12 month period relate to GPs and hospitals.
The top three themes that people commented on during this period were:

1. Treatment and care
2. Staff
3. Access to services

Experience of treatment and care within this period was very positive, with the majority of
reviewers focussing on their experience of the care provided (86% positive).

In the staff theme, the overwhelming majority of comments related to staff attitudes and the
majority were positive (84%).

Most of the reviews relating to access to services continue to be around waiting times (59%
negative).

Selection of review comments

“Waited 1.30 hours. Other people who came in after me went in before me. No appointments
either.”

Molineux Street Walk in Centre

“Unable to make same day appointments unless going in person first thing, telephone usually
busy, otherwise GPs offer a good service and staff are friendly and approachable.”
Biddlestone Health Group

“The waiting time is too long. The care you receive is outstanding though!”
Royal Victoria Infirmary (RVI)

“Excellent GPs. Just had my flu jab. They were very organised in sending out letters, etc.”
The Grove Medical Group

“Friendly staff. They really explain what the options are and tell you what they are going to
do.”
Mydentist - Kenton Road

“Seen straight away. Had a PET + CAT scan and blood tests and biopsy's. Dr Azizi is amazing.”
Freeman Hospital



“Hearing problems on phone, can't wait through lots of waiting calls. Too many different
doctors come on visits not always aware of the numerous conditions and medication of
patient so don't always give the same medication.”

Thornfield Medical Group

“Very busy department but happy with my care.”
Freeman Hospital

“Healthcare staff are great. Sometimes long waits for appointments.”
Cruddas Park Surgery

“As opposed to last time | used this service, they have been brilliant and they have done
everything | wanted them to do.”
Adult social care - Newcastle City Council
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