

RESULTS OF THE MARCH 2026 FRIENDS AND FAMILY TEST FOR THE MASHARANI PRACTICE


We had 315 patients respond in March 2026 to our Friends and Family Test question of “Thinking about your recent visit, overall, how was your experience of our service?”


They gave us these responses:

	Very Good
	251

	Good
	33

	Neither Good Nor Poor
	11

	Poor
	11

	Very Poor
	7

	Don’t know
	2



Meaning 90% of respondents found our service Good or Very Good – with 10% we need to improve.


 


Some of our patients also left comments on why they gave us these ratings, these are below:

VERY GOOD:

	· This was a phone meeting, but was helpful
· Practice was very busy but l got to see a doctor.  A lady who had called in for a paper prescription was very, very rude to the receptionist. 

	· Sometimes when you’re feeling low to be able to talk to someone that's listens to you it really is a god send.

	· Absolutely lovely doctor. Thank you, Dr Masharani, jr.

	· Called at the time I was given and explained the reason for the call. Were polite and precise.

	· Always available, very happy with service 

	· Peace of mind

	· Very polite and very helpful

	· I was so looked after
· As usual, polite courteous treatment from all staff concerned, I was seen on time and my problem resolved with minimum fuss & maximum reassurance 

	· Great practice, Seen Dr Masharani. Very professional and made a referral very promptly. 

	· I saw the nurse on time.in and out in less than 10 mins

	· First class treatment from doctor.

	· Very helpful and truly concerned 

	· Always find all the staff very helpful pleasant nothing is too much trouble when dealing with patients. 

	· Didn't have to wait long and find surgery very helpful and GPs 

	· Receptionist was friendly. 
Appointment was on time. 
Doctor listened to me and I felt reassured after I left. 

	· Whether the outcome of my appointment may not have been 100% to my liking I always feel reassured after meeting my GP. 

	· As a new patient the practice gave me confidence in their approach 

	· Quickly seen the doctor. And he answered all my questions. Very helpful service.

	· Steady appointment and the doctor was fabulous, professional and totally reassuring 

	· Because everyone was calm organised and helpful so thank you.

	· Because the nurse was so good 

	· Very Efficient 

	· Dr Macedo is very helpful and thorough; I feel listened to

	· Sue is a very competent nurse and friendly too 

	· The Doctor was very thorough and helpful 

	· No waiting, excellent doctor who was caring and professional 

	· Very professional 

	· Fantastic practice and very caring doctors and staff 

	· Lovely and friendly practitioner

	· Welcoming, friendly and put at ease

	· Excellent staff, quick and professional

	· Very friendly, clean call with no noisy background or crackles.

	· Very good service from very professional people 

	· Dr was extremely pleasant and helpful!
Listened to my concerns and gave some good advice! So pleased I’ve registered with your practice!

	· Fast efficient

	· Prompt and welcoming service

	· Very friendly nurse 6 stars 

	· Very efficient, I waited less than 5 mins for my appointment, I wait longer for a Costa coffee!

	· The Masharani practice is an excellent Drs surgery and they’ve always been attentive to mine and my family’s health and care needs. In my experience the best surgery I’ve been a patient of 

	· My husband received expert care, thoroughly investigated.

	· Staff friendly and efficient

	· Because it was!

	· As always, your reception staff are doing a very good Job (Thank you all ).
Thank you to the doctors who also work very hard under very stressed times. 

	· As always excellent care 

	· As usual the service provided is proficient

	· Seen Dr Macedo and was amazing 

	· Questions answered 

	· Thorough and first class.

	· Very informative & professional.

	· Friendly, fast and efficient.

	· Very professional, helpful & friendly 

	· Very good service

	· It was excellent as always.

	· Friendly receptionist, very clean surgery and knowledgeable nurse. Also, appointment on time. 

	· Was seen face to face on same day as making the appointment 

	· Dr R Masharani was absolutely brilliant, helpful and kind. 

	· The Dr was informative and time efficient in treating me 

	· Informative 

	· Appointment made at very short notice and I was seen the same day.

	· Good advice given

	· Fulfilled all of my needs courteously and promptly.

	· Arrived on time and was seen straight away

	· Dr Macedo is the most caring and patient person and always treats me with respect, listening to my concerns. A total asset to the practice

	· I was seen by Dr Kumar.  He was very good and acted quickly and sent me to hospital. 

	· Friendly and professional. 

	· Doctors are all very good

	· Thorough analysis and reassuring 

	· Appointment was on time with no fuss during the appointment 

	· Very helpful and patient.

	· Always informative, caring and on time 

	· Phoned for an appointment in the morning and was given one that same morning, excellent.

	· Dr Kumar was helpful and approachable. The receptionist that day was also very obliging.

	· Doctor Kumar provided a thorough explanation of test results. 

	· Same day appointment; amenable and pleasant doctor who listened and interacted 

	· Polite friendly helpful

	· Just can't fault the care that's given by all the staff at this surgery 

	· Information given by the Doctor was very good.  Also put my mind at rest

	· Felt listened to and Dr was very friendly and made me feel comfortable 

	· The doctor I spoke too was very informative. Nothing was too much trouble to answer. 

	· Very satisfied 

	· Seen on same day and referred as urgent, got hospital appointment through next morning and will be seen within 2 weeks!

	· Our doctor was really kind and caring for our daughter. 

	· Lovely calm approach, helpful advice and understood the condition well. 

	· The Practice Nurse took my bloods painlessly and was friendly and helpful. 

	· Dr J Macedo was very professional in how she delt with my issue 

	· Just the help I got was very good thank you u 

	· Good service and staff

	· Doctor explained everything to me

	· The person who phoned me was very pleasant and we had a very informative chat, she was very helpful.

	· I felt confident with and listened to by the doctor I saw. This was a check-up from a previous appointment and this was scheduled in by the surgery again giving me confidence that I was being looked after.

	· I have been looked at very well over the last few weeks and finally got to a diagnosis and given correct medication 

	· This is because the Dr that I had the appointment with was very polite and respectful.  She took the time and listened to why i was there.  

	· Always friendly and gets things sorted

	· The nurse was very friendly and kept me the patient at ease. 

	· Very caring, efficient and helpful they are always there to ensure you get the very best treatment and support 

	· Very informative and helpful

	· Looking after me very well and sorting 
out my problem 

	· On time, dealt with professionally.

	· On time very efficient 

	· My problem was resolved quickly and satisfactorily. 

	· Very knowledgeable and attentive 

	· Ravi Masharani was very knowledgeable and caring

	· Very thoughtful and checked everything 5*****

	· Saw Doctor on time and she gave good advice

	· Pleasant interview. Answered all my queries.

	· I cannot speak highly enough for the kindness, care and expertise shown to me. Thank you so much to doctors, nurses and office staff. 

	· The practice appears to be efficient and well run by experienced and well-trained staff. It also appears to be very clean.

	· The Doctor listened, understood, didn't hurry me - and helped

	· Had a very satisfactory consultation with Dr Jane Macedo yesterday She's a wonderful GP
So pleased she's back 

	· Appointment was on time and efficiently dealt with. 

	· Seen on time and no bruising at blood extraction site.

	· I Was seen on time and no bruising at extraction site.

	· Professional, caring & informative 

	· Because Dr Jane Macedo was very kind and know what to do. Very concerned about me and did her job professionally 

	· Informative consultation 

	· The doctor we seen was absolutely amazing listen to my problems and helped so much 

	· I only moved over Thursday and had an appointment Monday the doctor was absolutely amazing listen to me and helped me so much and helped my son 

	· Very friendly, professional nurse. 

	· All staff were respectful, efficient and cheerful. 

	· Staff polite and efficient very professional 

	· Seen on time and in and out very quickly 

	· The nurse was professional and cheerful she gave the MMR injection and I was in and out in minutes

	· On time for appointment.no problems.

	· Very polite and warm 

	· Excellent service from the person carrying out my tests.

	· The nurse was very thorough and gentle. Explained exactly what needed to be done

	· Very friendly and professional service

	· Dr Mash was amazing, thorough didn’t rush me spent time and cared. Thank you 

	· New nurse on duty (first day at Masharani Practice) took blood sample no marks or bruises A1.

	· There was no problem. Very efficient. Friendly staff

	· Visit on time.  Perfect blood test. No pain. Friendly. Thanks

	· Excellent service, I would recommend the surgery to anyone moving into the area 

	· Young lady taking the blood test was brilliant!!  Didn’t feel a thing and didn’t even get a bruise from it…. Don’t know her name but please thank her for me.

	· Doctor Jaspreet was a breath of fresh air was straight to the point and organised next steps straight away

	· Your always good

	· Not too much waiting and got sorted well

	· The nurse was very kind friendly and efficient 

	· The nurse was friendly and efficient 

	· The nurse was friendly and efficient 

	· Doctor was very kind and helpful

	· Doctor was very lovely and offered suggestions to help with my allergies

	· Very good service 

	· Everyone at the practice is so nice, very helpful and very professional 

	· Have good advice and was understanding 

	· Professional
Caring and informative

	· I am being looked after so much can’t thank the Doctors enough for their help

	· Seen Dr Svitlana, very thorough and explains well. Very good doctor. 

	· The doctor was able to sort out my problem which I've had for a while now. 

	· I had an appointment on the day, and I was seen almost immediately. Staff were professional and friendly as always.

	· All questions answered.  Professional examination. Good reassuring advice 

	· Dr Faizi was attentive and comprehensive with the questions and I felt like my concerns were all addressed

	· Friendly, professional and efficient. 

	· Perfect consultation thank-you

	· Seen on time, staff very friendly 

	· Called on time - great to have a telephone conversation rather than come all the way in

	· Very quiet in waiting area. Receptionist very helpful. Appointment with nurse, on time and efficient in all ways. Lovely contact. Very supportive and next appointment made easily. 

	· Dr Faizi is always brilliant. She listens, is thorough, is compassionate and understanding. She is respectful and always finds a solution with follow up care. 

	· Junior Mash was informative and treated me quickly 

	· I was dealt with efficiently and informatively

	· Went for my MMR vaccine, no long waits, team were friendly. 

	· Prompt and good service 

	· Although practice was very busy l got into my appointment on time

	· GP had appropriate answers to my questions.

	· Punctual, kind, professional service 

	· Nurse was very good 👍 and put me at ease 

	· The Dr was very efficient and also kind. 

	· The nurse I saw was very professional. I was seen on the time of my appointment 

	· Dr Macedo was very professional 

	· Excellent service 

	· No waiting for appointment. Consultation very professional and prompt diagnosis.

	· I was seen very quickly and the Dr was really supportive and helpful 
I felt listened to 

	· Swift appointment. I arrived early and was seen early. In and out in 10 minutes.

	· No problems at all

	· Dr Jane Macedo, was excellent with my case, fully supportive and understanding. Thank you.

	· The girls and men are always pleasant and helpful yesterday was just the same thank you 

	· Always friendly welcome and didn't have to wait long.

	· Very pleasant and knowledgeable girl

	· Always looked after so well. Thank you, The Masharani Practice.

	· Put my mind at ease

	· Seen to on time 

	· The staff are very pleasant 

	· The doctor my daughter and me spoke to was very understanding and approachable and was really nice to my daughter especially as she was nervous 

	· The Doctor I saw was the best you have at the Surgery

	· Dr Macedo was very knowledgeable about my condition and very quickly recommended an alternative treatment in order to speed up my forthcoming surgery.

	· The doctor was very understanding of my problem and has taken steps to have it checked by a specialist asap. 

	· Excellent consultation

	· Friendly professional service 

	· Very good doctor 

	· Dr Advised us on what to do if we face a similar situation 

	· All the staff and Doctor were very helpful and understanding, no stress 👍

	· First class treatment from dedicated staff 

	· It was lovely to speak to Dr Macedo, so happy to see she is back.  I was so sad when she left and was so happy when I saw she was back. She was exactly the same as I remembered, such a caring doctor.

	· Appointment with Kate for an MMR injection. Very pleasant welcome by receptionist. Appointment on time. Nurse was very thorough, checked details and explained procedure. Swift, professional and painless delivery of the injection. 
A very pleasant conversation with Mrs Masharani on the way out too. It really is an excellent practice. 

	· Excellent customer service 

	· Completely satisfied with what was discussed 

	· The doctor I saw was kind and attentive! 

	· A difficult procedure was done with expertise & kindness.

	· I was treated very quickly for a physical injury, everything and all options were explained to me very carefully such as an x-ray, etc.
The Doctors experience and confidence was very reassuring.

	· Saw the lady doctor who was kind and professional, put me at ease

	· Prompt and helpful

	· On time, no delays, quickly dealt with.

	· Came in for a vaccination and was in and out in less than 5 mi minutes! No waiting at all. Perfect!

	· Prompt and professional service

	· Pleasant, informative staff and efficient service 

	· GP listened to my concerns and was sympathetic 

	· Sorted and dealt with my concerns 

	· Very quick appointment, great advice and received prescription in my hand - from start to finish in about 40 mins

	· Fabulous service and lovely staff 

	· Seen quickly when really needed.
Doctor very sympathetic and understanding.

	· The doctor was very helpful 

	· Put at ease 

	· Quick and simple appointment helping with medical queries and issues. 

	· The doctor I saw was kind and efficient 

	· I was able to talk to doctor and discus my symptoms...

	· Took time to listen 

	· It was quick and easy

	· Excellent service 

	· What’s not to like. Friendly, professional, caring and understanding 

	· Very helpful 

	· Quick and efficient 

	· Felt listened to, given follow up steps, ever thankful that I was able to get help for a rapidly developing problem that caused me pain. Doctor was knowledgeable, professional and approachable. 

	· Easy to make the appointment. There was little waiting time and the Dr was very thorough regarding my issue. A plan for follow up was very reassuring. 

	· Very helpful 

	· Such empathy, also compassion spoke to us with dignity

	· Always treated with kindness and efficiency and pleasant experience.



GOOD:

	· That’s is how I found it

	· Because after a long wait the doctor did a good job

	· The doctor started to get the ball rolling considering many problems

	· Quick and efficient 

	· It how I believed the experience was

	· I talked to a doctor on reasonable time.

	· I’m happy with the service 

	· The Doctor was very nice and explained why my dizziness could be happening and asked me to do my blood pressure sitting and standing.

	· Receptionist was fantastic on the phone and booked my appointment as requested no problem. 
Doctor was efficient and diagnosed problem, just a bit “short “during the consultation but cannot fault the service. Thank you.

	· Needed to see a doctor and I managed to get an appointment that day

	· Nurse was okay. Pleasant. 

	· Professional & effective 

	· Well looked after😀

	· The new nurse was fabulous in helping me feel at ease with my baby’s injections. 

	· That’s how I found the service to be

	· Appointment was good but I was 20 mins late going in

	· I’m happy with the staff and doctors 

	· My doctor was kind and helpful

	· Professional 

	· Very helpful staff, I was very late seeing my doctor due to a medical emergency, but this was explained by friendly staff and given the option to rebook. 

	· Would have preferred face to face appointment 

	· It is how I found the appointments 

	· didn't wait long for appointment 

	· Discussed blood results and ways to manage in future.

	· Helpful and caring




NEITHER GOOD NOR POOR:

	· I would’ve liked a little longer to discuss another issue

	· Long wait, ok once seen 

	· Everything was fine apart from I didn’t rate the doctor’s bedside manner. She didn’t fill me with confidence or boost my feelings to make me feel positive about ongoing help. I had other things to ask about and she was quite abrupt about no you’ve had your 10 mins go and book another appointment 🙁

	· The wait was not too long doctor ordered a follow up

	· Whilst the morning appointment staff have always been very helpful, the afternoon appointment staff has twice not been. I also booked a telephone appointment which I never received although I was tried twice but no record on my phone. 

	· I received a call from the practice to advise me of some test results. The GP did not check to make sure I was OK to talk and delivered some quite difficult to take in news. 
I then was asked to book an appointment with the nurse so that I can be referred for further investigative day surgery and have been unable to get an appointment for 10 days. My referral can’t be submitted until this appointment has been completed.
Overall, the lack of ‘bedside manner’ was very poor.

	· As always interactions are good when they happen but I don’t like telephone consultation and delays in talking to medics isn’t acceptable. Understandable but not acceptable particularly as NHS is an effective gateway to medical services in the UK

	· Limited time for visit

	· Too short a consultation 

	· Requested a nurse appt to restart an old medication. Was given an appointment with a non-prescribing nurse. Had to make a further doctor appointment prolonging the process 




POOR:

	· Appointment was late which meant that I was late to my physio appointment at 10.30. It was also about my blood pressure medication and the GP didn’t even take a blood pressure reading. I had called about 10 days before to reschedule the appointment as it clashed with the physio appointment so the very helpful receptionist managed to organise my appointment 20 minutes earlier to avoid the clash. However, due to late running this still clashed. The GP didn’t seem interested in resolving another problem that I was also there to discuss which was the reason for my physio appointment. He told me I would have to make a separate appointment for this as it would take 10 minutes to complete. I don’t know if this was due to incomplete records from my previous appointment. I was told by the previous GP that if the problem persists, I would need a scan. All he needed to do was arrange a scan. Not sure why this couldn’t be done. 

	· You lost my sample pot, and I’ve had to wait 2 months for my nail to grow to submit another sample.  This has delayed treatment which I’ve still not had.

	· Think the NHS is a complete joke 

	· The waiting time for an appointment (telephone) just for a private referral on an ongoing and potentially more serious condition was totally unacceptable.

	· Doctor didn’t listen or seem interested in my symptoms. 
He only wanted to give pain killers. Did not want find out what is causing the issue I have




VERY POOR:

	· Appointment got cancelled as no one could give me an injection!

	· I was informed I could not have bloods taken as I had eaten 

	· The professionals I spoke to on the day were very helpful and apologetic. I however was booked for a blood test which was not the purpose of my visit. I was also informed that test results had been mislabelled and the appointment was not needed. This is the second instance I have had mislabelled results leading to appointments which could have been given to those who needed these

	· Came for spirometry appt. The girl was pleasant enough but the correct mouth piece/ equipment wasn’t available. Sat for 40 mins while girl tried to sort it, to no avail.  Now had to book another, not very convenient appointment for two weeks’ time.  Wasted more than an hour of my time and fuel costs. 

	· Due a call from the surgery for a medication review.  No call was received. 

	· I was informed that I had been given an appointment by way of a phone call Friday evening. I was given a two-hour time slot which I understood may have run over. I waited and waited but that call never happened. 

	· My important midweek dressing appointment was cancelled for the third week running.
After two weeks of cellulitis, this puts my legs at further risk of infection. With 5000 patients, the surgery needs at least three full time nurses / HCAs. Lives are at risk!




DON’T KNOW:

	· Because when I got to go and see nurse, she wasn't sure why an appointment had been made as I had my B12 blood test in December so didn't think I should need them until December 2026. So, in all a wasted appointment and journey. So didn't have blood test. 

	· I’d rather not say




Very Good	Good	Neither Good nor Poor	Poor	Very Poor	Don't Know	251	33	11	11	7	2	

