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How the survey was carried out
The patient questionnaire was carried out May/June 2012, over a period of 3-4 weeks, with equal numbers distributed at both Surgery. Prior to the questionnaire being carried out, the Surgery staff were informed of the process and correct procedure that needed to be followed and of the nature of the questionnaire. 
Patients chosen had to be permanently registered at the Practice and over the age of 16 years of age.

Overall 120 questionnaires were handed out, with the maximum of 109 being returned. Of these not all were completely filled in, but the data that was provided was recorded and note taken of the number of responses for each question. Patients were chosen at random as far as possible, and then asked whether they would be willing to complete a questionnaire. Patients were told that the questionnaire was asking for their honest view of the service provided by the practice and surgery staff, so that as a Practice we can see whether there are any areas on which we might improve and work on improving.
The questionnaires were given to the randomly selected patients on their arrival at the surgery, and they were invited to look at it while they waited for their appointment, only completing it once they had been in to see the doctor.

Summary of results

GPAQ evaluation questions

The following table summarises the individual scores for the evaluation questions in GPAQ, i.e. the ones where patients made a judgment about how good that aspect of care was. Each score is expressed as a percentage of all patients who completed the individual question. They are represented as a percentage of the maximum possible score, so the best possible score in each case is 100. 



	
	Number of Responses
	% High Satisfaction rate

	Q1. Satisfaction with receptionists
	109
	100%

	Q2. Satisfaction with ability to get through to surgery by phone
	109
	93%

	Q3. Satisfaction with ease of speaking to Nurse/Doctor at practice
	109
	59%

	Q4. Satisfaction with being able to see GP for an appointment urgently on same day
	109
	86%

	Q5. % who felt that it was important to be able to book appointments ahead of time at the Practice
	108
	82%

	Q6. Satisfaction with ease of being able to book ahead at the practice
	109
	91%

	Q15. Satisfaction with current GP practice opening hours
	106
	94%

	Q19. Satisfaction with being given enough time in consultation
	107
	100%

	Q20. Satisfaction with how well doctor listens to patient
	109
	100%

	Q21. Satisfaction with how doctor explains tests and treatments
	106
	98%

	Q22. Satisfaction with how well doctor involves patients in decisions about care
	105
	96%

	Q23. Satisfaction with doctors care and concern
	109
	100%

	Q24.Satisfaction in confidence and trust in GP seen
	105
	100%

	Q25. Satisfaction with time Practice Nurse spends
	96
	100%

	Q26. Satisfaction with Practice Nurse listening skills
	94
	99%

	Q27. Satisfaction with Practice Nurse's ability to explain tests & treatment
	96
	95%

	Q28. Satisfaction with Practice Nurse involving patient in decisions about their care
	94
	82%

	Q29. Satisfaction with Practice Nurse treating patient with care and concern
	94
	99%

	Q30. Satisfaction with confidence & trust in Practice Nurse seen
	96
	99%




GPAQ report questions

Some GPAQ questions ask about specific experiences, or ask the patient for specific information. The responses to these questions are summarised here.

Out of 106 responses 100 (94%) responded that they were entirely satisfied with the Practices current opening hours. Of the 5 responses who were not satisfied, the hours that they would like to see are as below.


	Q16. Additional hours requested
	Number of responses

	Before 8am.
	6

	Lunchtime
	1

	After 6.30pm
	4

	Saturday
	1

	Sunday
	0




When asked about when patients wanted to see a doctor of their choice and how soon they were able to get an appointment, we had 109 responses which are recorded below


	Q9. Availability of particular doctor
	Number of responses

	Same day or next day
	82

	2-4 days
	24

	5 days or more
	0

	I don't usually need to be seen quickly
	3

	Don't know, never tried
	0




This showed that 75% of patients were able to get an appointment with their GP of choice on the same day or on the next day. When asked 103/108 (95.5%) responded that they viewed this as excellent or very good, with 3.5% viewing it as good.
When asked about times when they were willing to see any doctor, how quickly they were able to get an appointment. We had 108 responses which are recorded below.



	Q11. Availability of any doctor
	Number of responses

	Same day or next day
	86

	2-4 days
	15

	5 days or more
	0

	Don't usually need to be seen quickly
	3

	Don't know, never tried
	4




This showed 80% responded that they were seen either on the same or the next day, and when asked 94% viewed this availablity as excellent or very good.

When asked if they could normally be seen on the same day if they needed to see a GP 
urgently, we had 109 responses which are recorded below


	Q4. Same day urgent availability of doctor
	Number of responses

	Yes
	94

	No
	6

	Don't know/never needed to
	8





This showed that 86% responded that they were able to get an appointment on the same day if it was urgent, with 7% responding that they had never tried/needed to.
When asked about the time that they had waited for their most recent consultation with the doctor, there were 108 responses, which are recorded below.



	Q13. Waiting time at practice
	Number of responses

	5 minutes or less
	16

	5-10 minutes
	71

	11-20 minutes
	18

	21-30 minutes
	2

	More than 30 minutes
	1




This showed that the majority (66%) of patients reported waiting 5-10 minutes for their appointment with the GP. When asked how they rated the length of time they had waited out of 108 responses, 92 (86%) responded that it was excellent or very good.



	Q18. Continuity for seeing same doctor
	Number of responses

	Always or almost always
	74

	A lot of the time
	11

	Some of the time
	3

	Never  or Almost never
	0

	Never
	0

	
	




Out of the 88 responses to this question 84% responded that they always or almost always saw the same doctor, with 12.5% saying that they saw the same doctor a lot of the time.
Demographics
The following tables display the demographic data collected in GPAQ.

Of the 108 patients who responded to this question, 72% were female. This was quite incidental, as the questionnaires were handed out randomly.



	Q36. Sex
	Number of responses

	Male
	30

	Female
	78






	Q37. Age

16-44 years


	Number of responses

17

	45-64 years
	42

	65-74 years
	30

	75 years or over
	16




This showed that the majority of respondents were over 45 years old.



	Q38. Long standing illness, disability or infirmity

Yes


	Number of responses

64

	No
	42

	Don't know/can't say
	1






	Q39. Ethnic group
	Number of responses

	White
	104

	Black or Black British
	0

	Asian or Asian British
	1

	Mixed
	0

	Chinese
	1

	Other ethnic group
	0






	Q40. Employment status
	Number of responses

	Employed (full/part time, self-employed)
	41

	Unemployed/looking for work
	3

	School or full time education
	2

	Unable to work due to Long term sickness
	5

	Looking after home/family
	9

	Retired from paid work
	41

	Other
	6




FINDINGS:
Generally satisfaction levels are high, with consistently high % scorings in all areas of questioning.

Of note 94% expressed satisfaction with the Surgery’s current opening hours, and of those who expressed a desire for alternative hours, 50% asked for opening before 8am and 33%  for opening after 6.30pm.
Telephone access is a recurrent problem in General Practice and one which we have tried to address over the past few years, with the introduction of a new phone system and by encouraging patients to deliver repeat prescription requests rather then phoning in with them. 
Encouragingly only 7% reported that it was not very easy/not at all easy to get through by telephone to the Practice. When asked how easy it was to speak with a doctor or nurse at the practice, again only 7% said it was not very easy/at all easy.
Access to a doctor for urgent same day appointments scored well with 86%  saying that they were normally able to be seen on the same day for urgent cases, and 7% answering don’t know/never tried. Booking appointments ahead was perceived by 59% to be very easy, and 32% to be fairly easy, with 4% never having tried or not knowing.
Of note when asked only 7% expressed an interest in booking appointments on line, with most preferring to do it by telephone or in person.

Looking at availability of a doctor, when wanting to see a particular doctor 75% reported that they could usually do so on the same day or next day, and when they were happy to see any doctor, 80% reported that they were usually seen on the same day or next day.

Waiting times for appointments can often be a real issue, and it was interesting to note that the majority of those questioned, 66%, reported being seen within 5-10 minutes with 15% reporting they were seen after waiting less than 5 minutes.

89% of those questioned expressed a preference for seeing a particular doctor, and 84% of those said that they always or almost always were able to see this doctor.

Satisfaction levels with the consultation revealed 100% satisfaction rating for being given enough time, being listened to, being treated with care and concern and having confidence and trust in the doctor that they saw, 96% satisfied with being involved in decisions regarding their care, and 98% satisfaction with the explanation of tests and treatments.

Overall there was 100% satisfaction with patient experience at the surgery, with 94% saying that they would definitely recommend it to someone moving in to the area. 
RECOMMENDATIONS
Although the questionnaire reflects overall high satisfaction levels with the services provided by the practice across all areas of care and contact, there are still some issues that we still need to keep an eye on and monitor, so that a good service is maintained at all times.

1) To continue with opening on Saturday mornings to allow access to a doctor and the dispensary for people who generally work during the week.

2) To monitor the appointment system so that there is flexibility in times of high demand. We are aware that this would be helped with the provision of 1-2 further GP sessions/week and are looking in to recruitment of a suitable GP. This will help to keep waiting times low and doctor availability high. However there is often the problem that patients have a very definite view as to which doctor they wish to see.

3) To continue with asking patients to only order repeat prescriptions in writing not by telephone.
Appendix 1
PATIENTS COMMENTS

Patient ID

 
4. “A friendly, helpful practice.”

13. “I have no complaints about my GP surgery, everyone is always very helpful.    The doctors & nurses are great and I would always recommend to others.”

17. “Excellent surgery, very polite and friendly staff. Dr Kinnersley is an excellent doctor who always has time for you and treats you as a person not just a number. Thank you.”

19.“By far the best practice I have ever known. Receptionists & doctors caring,       kind, gentle and always have time for you. Treated as very special all the time. Will never be able to speak highly enough of them, or be able to thank them for all they do.”
      22.      “ I am lucky to be a patient in this practice.”

      35.      “Receptionists are very helpful and accommodating. The surgery is very   good and a real resource for the village.”

     38.   “I wouldn’t change my Dr as he is very patient, receptionists are very helpful and supportive. An excellent service the whole practice provide.”

     41.  “Always a happy atmosphere and good service.”

     42.   “Nurses should wash hands when taking blood tests?
60. “Best practice in the area”
64.  “ Everyone from receptionists to nurses to doctors provide first class service –   I cannot speak highly enough of the practice”
65.  “All staff are attentive & considerate and are a tribute to the success of this General Practice”.

67. “Carry on as you are, great job!”

68. “This practice is exceptional. The service is caring, individual and of the highest quality. I have a complex condition, often at the doctors, never feel that I am wasting anyone’s time. Nothing is too much trouble from the staff from the cleaner to the doctor!”

69. “Couldn’t wish for a better surgery.”

70. “Everyone is always very polite & helpful.”

73. “Found the service from G.P & Receptionist is very good.”

74. “Bolts Hill Surgery is Excellent, we are so lucky to have it and grateful to all the staff for the superb care they give us.”

79. “An excellent service is provided, staff are always helpful, friendly & considerate. My GP is a first class family doctor.”
84. “Generally very well run.”

91. “Excellent all round.”

      93.     “Am extremely happy with level of care & wouldn’t want to change doctors           for any reason at any time now or in the future. Been with the practice for over 20 years.”      

94. “Dr Kinnersley has been a great support to me and my son who has ASD/aspergers. This has enables support from other agencies when required. Continual support with G&O free diet.”

95. “I find them very helpful when asked.

96. “The practice is run very well, the doctor I see is excellent, and has always been most helpful regarding my health.”

101. “ I think Dr Kinnersley’s surgery is the best in Kent. The staff and Doctor is very good.”

108. “Since moving to Chilham I have been impressed with the quality and efficiency of the service. Very helpful and very friendly. Thank you.”

111. “ I have always found them to be flexible and helpful from collecting medications to seeing the doctor.
Appendix 3

Frequency distribution tables not included in the main body of the report


	Q10. Satisfaction with availability of particular doctor
	Number of responses

	Very poor
	0

	Poor
	0

	Fair
	1

	Good
	4

	Very good
	33

	Excellent
	70

	Does not apply
	0




Of the 108 responses received, 95.5% viewed this as very good or excellent.


	Q12 Satisfaction with availability of any doctor


	Number of responses

	Very poor
	0

	Poor
	0

	Fair
	0

	Good
	4

	Very good
	32

	Excellent
	69

	Does not apply
	3




Of the 108 responses to this question 94% viewed this as excellent or very good.



	Q14. Satisfaction with waiting times at practice

Does not apply


	Number of responses

0

	Very poor
	0

	Poor
	2

	Fair
	1

	Good
	13

	Very good
	45

	Excellent
	47




Of the 108 responses to this question, 85.5% viewed waiting times at the surgery to be either excellent or very good.



	Q2. How easy is it to get through to the GP Practice by telephone
	Number of responses

	Very easy
	53

	Fairly easy
	48

	Not very easy
	7

	Not at all easy
	1

	Don't know
	0

	Haven't tried
	0

	
	




Of the 109 responses received, 49% felt that it was very easy to get through with 44% feeling it was fairly easy to get through to the surgery by telephone.



	Q3. How easy is it to speak to a doctor or nurse on the phone at your GP practice?
	Number of responses

	Very easy
	40

	Fairly easy
	25

	Not very easy
	6

	Not at all easy
	2

	Don't know
	6

	Haven't tried
	30

	
	




From  the 109 responses to this question, 37% felt that it was very easy, with 22% reporting that it was fairly easy, and 32.5% either not knowing or never having tried.


	Q6. How easy is it to book ahead in your practice?
	Number of responses

	Very easy
	64

	fairly easy
	35

	Not very easy
	6

	Not at all easy
	2

	Don't know
	1

	Haven't tried
	3




Of the 109 responses received, 59% felt it was very easy to book appointments ahead, with 32% feeling it was fairly easy, and 3.6% not knowing or never having tried.



	Q19. Satisfaction with doctor giving you enough time in the appointment
	Number of responses

	Very good
	92

	Good
	15

	Fair
	0

	Poor
	0

	Very poor
	0

	Does not apply
	0




Of the 107 who responded to this question, 86% reported that their satisfaction level was very good with 14% reporting it as good.


	Q20. Satisfaction with how well doctor listens
	Number of responses

	Very good
	101

	Good
	8

	Fair
	0

	Poor
	0

	Very poor
	0

	Does not apply
	0




Of the 109 responses received 93% reported their satisfaction rating of how well the doctor listened to them was very good, with 7% reporting it as good


	Q21. Satisfaction with how well doctor explains tests and treatment
	Number of responses

	Very good
	86

	Good
	18

	Fair
	1

	Poor
	0

	Very poor
	0

	Does not apply
	1




Of the 106 responses received, 81% reported their level of satisfaction at how well the doctor explained tests and treatment as very, with 17% reporting it as good.


	Q22. Satisfaction with how much doctor involves patient

in decisions with their care
	Number of responses

	Very good
	87

	Good
	14

	Fair
	1

	Poor
	0

	Very poor
	0

	Does not apply
	3




Of the 105 responses received for this question, 83% reported their satisfaction level with how much the doctor involves them in decisions with their care as very good, and 13% as good.



	Q23. Satisfaction with how well doctor's  treats you with care and concern
	Number of responses

	Very good
	100

	Good
	9

	Fair
	0

	Poor
	0

	Very poor
	0

	Does not apply
	0




Of the 109 responses received 92% expressed their level of satisfaction as very good and 8% as good.

	Q 24. Did the patient have confidence & trust in the GP that was seen.
	Number of responses

	Yes, definitely
	101

	Yes, to some extent
	4

	No, not at all
	0

	Don't know/ can't say
	0
















The level of satisfaction expressed on this question from the 105 responses received showed 96% yes, definitely, and 4% Yes, to some extent.



	Q31. Ability to understand problem after visiting doctor/Nurse
	Number of responses

	Very well
	100

	Unsure
	4

	Not very well
	0

	Does not apply
	1




	Q32. Ability to cope with health problem after visiting doctor/nurse
	Number of responses

	Very well
	102

	Unsure
	3

	Not very well
	1

	Does not apply
	2

	Q34. Overall description of experience  of GP Surgery by patient

Excellent


	Number of responses

87

	Very good
	19

	Good
	2

	Fair
	0

	Poor/Very poor
	0


This showed that 94% felt very able to cope with their health problem after visiting the doctor/nurse.
80.5% felt their overall experience was “excellent” at the surgery, with 17.5% describing it as “very good”.
	Q 35. Would you recommend your GP Surgery to someone who has just moved to the local area.

Yes definitely


	Number of responses

101

	Yes, probably
	6

	No, probably not
	0

	No, definitely not
	0

	Don't know
	1


93.5% said that they would “definitely” recommend the Surgery to someone who had just moved to the area.
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