Patient survey for Corbridge Health Centre 2015  

using the General Practice Assessment Questionnaire (GPAQ)
Contents:







Page
How the survey was carried out




 2
Summary of results


        


       2-12
Appendix 1    Demographics for 2015


         13

Appendix 2     Patients Comments 2015


    14-16
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How the survey was carried out

Patients, attending for appointments between the 13th July and 31st July were asked to complete a questionnaire. Patients were asked to complete the first page of the questionnaire with reference to the consultation they were attending with the name of the doctor or nurse entered at the top. Questionnaires were returned, confidentially, to a box in the reception area and posters around the health centre reminded patients to complete the questionnaire prior to departure.

In total 209 questionnaires were returned and analysed although the total for any given question may be lower than this because patients do miss some questions out or opt not to answer them.
Summary of results

Questions 1-11
The following tables summarise the ratings of our Doctors and Nurses within their consultations. For comparison we have reported the scores for these measures from the GPAQ benchmark stats for 2013 which are published on the GPAQ website. Our GPs score consistently higher than the national average over all the measures listed here.
	Q1. Putting you at ease?
	Number of responses
	% of Total
	GPAQ Benchmark

	Very Good
	168
	81%
	77%

	Good
	36
	17%
	18%

	Satisfactory
	4
	2%
	4%

	Poor
	0
	0%
	0%

	Very Poor
	0
	0%
	0%

	Does not apply
	0
	0%
	0%

	Total Responses
	208
	 
	 


	Q2. Being Polite and considerate?
	Number of responses
	% of Total
	GPAQ Benchmark

	Very Good
	180
	87%
	82%

	Good
	26
	13%
	15%

	Satisfactory
	1
	0%
	3%

	Poor
	0
	0%
	0%

	Very Poor
	0
	0%
	0%

	Does not apply
	0
	0%
	0%

	Total Responses
	207
	 
	 

	Q3. Listening to you?
	Number of responses
	% of Total
	GPAQ Benchmark

	Very Good
	177
	86%
	79%

	Good
	28
	14%
	16%

	Satisfactory
	1
	0%
	4%

	Poor
	1
	0%
	1%

	Very Poor
	0
	0%
	0%

	Does not apply
	7
	3%
	0%

	Total Responses
	207
	 
	 


	Q4. Giving you enough time?
	Number of responses
	% of Total
	GPAQ Benchmark

	Very Good
	161
	78%
	74%

	Good
	37
	18%
	20%

	Satisfactory
	8
	4%
	6%

	Poor
	0
	0%
	1%

	Very Poor
	0
	0%
	0%

	Does not apply
	0
	0%
	0%

	Total Responses
	206
	 
	 


	Q5. Assessing your medical condition?
	Number of responses
	% of Total
	GPAQ Benchmark

	Very Good
	150
	74%
	73%

	Good
	41
	20%
	20%

	Satisfactory
	10
	5%
	6%

	Poor
	1
	0%
	1%

	Very Poor
	0
	0%
	0%

	Does not apply
	2
	1%
	1%

	Total Responses
	204
	 
	 

	
	
	
	

	Q6. Explaining your condition and treatment?
	Number of responses
	% of Total
	GPAQ Benchmark

	Very Good
	158
	76%
	70%

	Good
	39
	19%
	21%

	Satisfactory
	8
	4%
	6%

	Poor
	1
	0%
	1%

	Very Poor
	0
	0%
	0%

	Does not apply
	2
	1%
	2%

	Total Responses
	208
	 
	 


	Q7. Involving you in decisions about your care?
	Number of responses
	% of Total
	GPAQ Benchmark

	Very Good
	148
	72%
	67%

	Good
	46
	22%
	22%

	Satisfactory
	4
	2%
	6%

	Poor
	1
	0%
	1%

	Very Poor
	0
	0%
	0%

	Does not apply
	7
	3%
	4%

	Total Responses
	206
	 
	 


	Q8. Providing or arranging treatment for you?
	Number of responses
	% of Total
	GPAQ Benchmark

	Very Good
	147
	72%
	71%

	Good
	39
	19%
	19%

	Satisfactory
	8
	4%
	5%

	Poor
	0
	0%
	0%

	Very Poor
	0
	0%
	0%

	Does not apply
	11
	5%
	5%

	Total Responses
	205
	 
	 


	Q9. Did you have confidence that the GP is honest and trustworthy?
	Number of responses
	% of Total
	GPAQ Benchmark

	Yes definitely
	200
	97%
	91%

	Yes to some extent
	6
	3%
	8%

	No not at all
	0
	0%
	0%

	Don't know/can't say
	1
	0%
	1%

	 
	 
	 
	 

	 
	 
	 
	 

	Total Responses
	207
	 
	 


	Q10. Did you have confidence that the doctor will keep you information confidential?
	Number of responses
	% of Total
	GPAQ Benchmark

	Yes definitely
	200
	96%
	93%

	Yes to some extent
	6
	3%
	5%

	No not at all
	0
	0%
	0%

	Don't know/can't say
	2
	1%
	1%

	 
	 
	 
	 

	 
	 
	 
	 

	Total Responses
	208
	 
	 


	Q11. Would you be completely happy to see this GP again?
	Number of responses
	% of Total
	GPAQ Benchmark

	Yes
	206
	100%
	99%

	No
	0
	0%
	1%

	 
	 
	 
	 

	 
	 
	 
	 

	 
	 
	 
	 

	 
	 
	 
	 

	Total Responses
	206
	 
	 


Questions 12-29
These questions are analysed separately as they refer to the wider aspects of the practice.
Q12 Our Reception staff
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Out of 204 responses, 164 rated our receptionists as Very Helpful which equates to 80%. The GPAQ benchmark rating is 70.5% indicating that our staff are regarded very highly by patients.  This is reassuring as they often work under considerable pressure but we expect them to treat patients with consideration and respect.
Q13 Access by telephone
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Out of 203 responses, 92% said that they found it very easy or fairly easy to get through to us by telephone. This compares very favourably with the GPAQ benchmark which is 77%. We try to use the automated attendant system to ensure that urgent telephone calls are prioritised within reception whilst also trying to make it simple to get through to the right member of staff. Feedback here would suggest we are getting this balance right.
Q14 Speaking to a doctor or nurse
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Out of 200 responses to this question 67% stated that it was very easy or fairly easy to speak to a Doctor or Nurse by telephone. The GPAQ benchmark for this is 61% so although we are better than average there are still some difficulties here. Qualatative feedback suggests that when Drs are asked to ring patients back it is difficult to know when this will happen and patients tend to wait in for a call which can take some time. We try not to indicate a time for returning telephone calls because GPs cannot always guarantee to be available at specific times but this may be worth further discussion within the patient representation group.
Q15 Access to urgent appointments
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Out of 147 respondents who had needed to be seen urgently, 75% were able to be seen on the same day. This compares with the GPAQ benchmark of 77% and is lower than previous surveys which included this question. Our system of GP triage was introduced in July 2013 and, as an alternative to being given an urgent appointment, patients are contacted by telephone first. This has reduced the need for urgent face to face appointments for many of those patients and might account for the lower response in answer to this question.
Q16 and Q17 Appointment bookings
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In order to provide more urgent appointments some practices have severly restricted the ability to book ahead. This is not something we have ever implemented here at Corbridge but is an issue which national surveys have now incorporated into their questions. 87% of our respondents feel it is important to be able to book ahead and 85% of our respondents said that this was Very Easy or Fairly Easy. The GPAQ benchmark for these questions are 86% and 77% respectively so we compare favourably with the national average.
Q18 and Q19 Methods of appointment booking
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66% of our respondents book appointments by telephone with 18% booking online and 16% booking in person. These compare with the GPAQ benchmarks of 72% by telephone, 2% online and 24% in person demonstrating relatively high utilisation of the online facility within our practice. However 28% state that they would prefer to book online which suggests either that they have not yet registered (perhaps being unaware of the service) or that we do not offer the full range of appointments online. Discussions in previous years regarding problems associated with making Nurses appointments available for online booking have resulted in us not opening up this facility but we could give further consideration to this.
Q20 and Q21 Access to a ‘particular’ doctor
Thinking of times when you want to see a particular doctor
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Access to specific GPs varies but 57% of respondents waited 5 days or more to see the GP of their choice. This compares with the GPAQ benchmark of 24% and suggests that this is an issue we need to address. Only 33% of our respondents thought this was Excellent or Very Good compared with the GPAQ benchmark of 54% for those ratings. This requires further discussion with our Patient Representation Group to decide what action could be taken to tackle this.
Q22 and Q23 Access to ‘any’ doctor
Thinking of times when you want to see any doctor
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When patients do not express a preference for a particular GP the picture is more positive with only 12% waiting more than 5 days which is still higher than the GPAQ figure of 5%. Satisfaction is much higher within the Excellent and Very Good responses at 49% compared with 60% in the GPAQ benchmarks. This suggests that there is room for improvement here and we will discuss this further in the light of the feedback.
Q24 and Q25 Waiting times within the surgery
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Only 18% of consultations started within 5 minutes of the appointment time compared with 23% in the GPAQ benchmark and the graph peaks at 11-20minutes beyond the appointment time whereas the GPAQ peak is at 6-10minutes. This is an issue which is regularly raised in satisfaction surveys and is often seen as a measure of the complexities of GP workload. Our telephone triage system has removed some of the quicker urgent problems from face to face surgeries meaning that GP sessions are filled with more complex problems which typically take more time to deal with. Only 35% of respondents rated this as Excellent or Very good, compared with the GPAQ figure of 50.6%. Again, this is an issue which we need to address, possibly by introducing longer appointment times or re-arranging surgeries in order to enable some catch-up time in between patients.
Q26 and Q27 Surgery Opening Hours
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Whilst 87% of the respondents are happy with our opening hours compared with 86% of GPAQ benchmark, when asked which additional hours they would like the practice to be open the preference is for evenings and weekends. This is in line with the national GPAQ benchmarks and is currently informing the debate about GP contractual hours which has been regularly discussed in our PPG meetings.
Q28 Speaking to a GP
[image: image18.png]Is there a particular GP you usually prefer
to see or speak to?

>1%

HYes
HNo

Don’t know




         [image: image19.png]How often do you see or speak to the GP
you prefer?

M Always or almost always
® A lot of the time

1 Some of the time

I Never or almost never

Not tried at this GP practice





Two thirds of patients have a particular GP which they prefer to see or speak to and 40% of them see that GP always or almost always. This is slightly lower than the GPAQ benchmark of 45%. 5% state that they never get to see or speak to their preferred GP which is in line with national GPAQ benchmarks.
Q29 to 39 relate to Nurses’ consultations, the results of which are listed in appendix 3 which will be analysed separately and are circulated internally.

Q40 Overall rating for the surgery
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Out of 199 responses to this question 87% of respondents rate the surgery as Excellent or Very Good which compares favourably with the GPAQ benchmark of 81%.

Q41 The Friends and Family Question
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90% of respondents said they would be Extremely likely or Likely to recommend the practice to friends or family which is an extremely pleasing result. 
All questionnaires had a section at the end for comments about the practice and these are transcribed in Appendix 2, grouped into categories with positive comments first followed suggested improvements.

These will be discussed by our Patient Representation Group alongside the other survey responses.

APPENDIX 1  DEMOGRAPHICS 2015
The following tables display the demographic data collected in GPAQ.

	Q42 Gender
	Number of responses
	% of Total
	Practice Popul’n

	Male
	74
	36%
	49%

	Female
	129
	64%
	51%

	Total Responses
	203
	 
	


	Q43

Age
	Number of responses
	% of Total
	Practice Popul’n

	Under 16
	2
	1%
	15%

	16-44
	49
	24%
	25%

	45-64
	65
	32%
	32%

	65-74
	59
	29%
	14%

	75 and over
	28
	14%
	13%

	Total Responses
	203
	 
	


	Q44

Longstanding
Illness
	Number of responses
	% of Total

	Yes
	108
	53%

	No
	84
	41%

	Don't know/Can't say
	11
	5%

	Total Responses
	203
	 


	Q46. Employment status
	Number of responses
	% of Total

	Employed 
	90
	46%

	Unemployed
	0
	0%

	School or full time education
	11
	6%

	Long term sickness
	4
	2%

	Looking after home/family
	10
	5%

	Retired
	82
	42%

	Other
	5
	3%


	Q45. Ethnic group
	Number of responses
	% of Total
	Practice Pop.

	Unknown
	
	
	11%

	White
	203
	100%
	83%

	Black or Black British
	0
	
	<1%

	Asian or Asian British
	0
	
	<1%

	Mixed
	0
	
	<1%

	Chinese
	0
	
	<1%

	Other ethnic group
	0
	
	<1%


APPENDIX 2
COMMENTS ON WHAT IS PARTICULARLY GOOD ABOUT OUR HEALTHCARE

Comments about the team as a whole:
I feel we are very fortunate to have an up to date Health Centre with a dedicated team of GPs and support staff.
Receptionists are always friendly and helpful. Doctors will ring you if needed, I would recommend this practice!
Having transferred from another practice Corbridge Medical is an excellent practice.

Fantastic health service all round.

The practice is well run, the GPs are excellent.

The best practice I have ever attended. I have never had a bad experience with any receptionist, nurse or doctor. I feel very fortunate to be in this practice.

This centre provides an excellent service, reception nurses and doctors are first class. I hope people appreciate it – AND THAT IT STAYS THAT WAY.

No real problems – it is up to me to establish the way forward in most cases and communicate effectively with practice staff. They have always responded to that very well and efficiently.
We are very lucky to have a practice like Corbridge Health Centre. In the main it treats NHS patients as if they were private patients.
Overall I’m happy with the service.

Excellent, always helpful and friendly and very professional at all times.

I would never willingly move outside this practice area as the services are fantastic.

Excellent, empathic service!!!

I have 2 children and always find that they receive a most excellent serice – thank you!

I feel very well supported by the practice and consider the health care I receive is excellent. I see 2 GPs, Dr Dykins and Dr Willins – I find both caring and considerate and provide excellent health care.

Very friendly

Very good

The best I could get

Very good Drs/reception staff

A1 service would highly recommend to others.
I am very happy with the GP practice and feel they cope very well with constant change and financial pressure.

This doctors health centre is excellent and I would give it 100% for excellence, for care whether ordering a prescription, seeing a nurse or consulting a dr.

I am very happy with the practice.
We are very fortunate to have such an effective and caring surgery. After care is particularly good and well co-ordinated.

Brilliant practice – puts me at ease and makes me feel well cared for.

Comments about Reception/ Dispensary:

The pharmacy/dispensing staff are also excellent
Comments about the Doctors/Nurses:

Karen is a very nice nurse, friendly, happy and good at her job.
I have every confidence in Dr Dykins who has helped me over several years. I do think it is important to see the same doctor wherever possible.

Dr Dykins time and care has been and is very appreciated.

Dr Willins is excellent!

I always feel like my health concerns are taken seriously, my daughter is 8 and the GP always speaks to her in an age appropriate way.

Dr Stanley is a GP in whom I have 100% confidence. Excellent!!

I don’t mind waiting as the doctor is very busy and some patients need more help than others.

COMMENTS ON SUGGESTED IMPROVEMENTS

Comments about the team/service in general:

The government’s attitude to the work of GPs concerns me greatly. General Practice is the bedrock of a good health service and should not be undervalued and underfunded.
I feel Corbridge Health Centre can’t cope with the size of Corbridge now and missing some of the ‘old school’ doctors who were able to help better. Still some good doctors and nurses here but hard to get an appointment when you need it with your preferred dr or sometimes any dr. Some receptionists are more helpful than others.

Comments about Reception/Dispensary:
One or two receptionists with an unfriendly attitude is the main negative point about this excellent practice.  

Can stand too long trying to book in when you have an appointment. Need more than one receptionist on or a touch screen that you can access to book yourself in. Waited 15 minutes tonight in a queue just to tell the receptionist that I was here. The old surgery had 2 receptionists at all times.
Ordering a prescription with a ‘3 day wait’ means one must order on a Monday or Tuesday to obtain a prescription in the same week. Order on a Wednesday means prescription not available until the following Monday which is a 5 day wait.
Sad had to leave due to being outside the area

Comments about the Doctors/Nurses:

In 2013-14 I requested antibiotics for a chest infection. They were refused. This meant 3 months ’hell’ for me until another Dr finally agreed and my problem was cured within a week. I am intelligent and know my body better than the Drs I only see occasionally. More UK medicine should use blood tests for accurate diagnosis.
I am deeply concerned about the current level of pressure under which GPs work.

Although the GPs never fail to phone back, the arrangement for telephone contact can lead to long periods at home waiting for a return call. Whilst it is difficult to suggest an obvious solution – this area could do with further consideration.

Often when arriving for an appointment there is a big waiting time. I have previously been before work or during a lunch break and the wait is very frustrating.

The care has changed since Dr Kingett left. I had a good relationship with him and now feel there is no consistency between appointments. I was very unwell recently and told  to come back in 2 weeks- that appointment was cancelled by the practice and I had difficulty making another one and was unable to see the same GP I saw first time.
Great overall though sometimes long wait times!

Waiting times in surgery are often up to half an hour but I don’t mind if emergencies arise as I would want the same treatment!

Comments about the health centre:

Parking can sometimes be an issue. Parking on the road can  sometimes cause ‘near misses’.
Comments about appointments/opening hours:

It is an excellent practice but very difficult to see your GP when you need to see him. The appointment system is very poor. I need to talk to a doctor not a receptionist about health.

To have to wait 2 weeks for a nurse to take a blood test is not satisfactory.

Texting with appointment reminders would help – greater use of secure emails.

Weekend surgeries would be excellent.

Only issue can be waiting for consultations to start.

It can sometimes be difficult to see a particular GP as several are part-time.

It is too difficult to see my preferred Dr (Dr Stanley).

Very good practice, only problem is availability of appointments at times to suit my working hours.

How will doctors be able to cope with projected building works – 300 new homes as you can’t get an appointment now!

Takes too long to get an appointment, usually about a week, seriously considering moving practice as level of service is not as it should be.

Be able to see the doctor I normally see but have to make appointments weeks in advance.

As I work in Newcastle it is difficult to fit appointments around my work schedule. I try to make on my one day off but this is not always possible and is usually a long way in advance which is sometimes frustrating especially if I have something urgent.

One concern – length of time to get an appointment that is non-urgent ie an initial appointment. Appointments are usually booked several days forward.

Often told no appointments for up to 20 days!!
Tried for an urgent appointment – told nothing for 12 days. Dr rang me and gave me an appointment that afternoon????

The only problem is the time it takes to see a doctor of preference – eg this appointment took 10 days. Otherwise very satisfactory.

It would be helpful if on arrival one could be told how many people are in front then approx. waiting time.
It’s easy to book online but times are lengthy e.g. this time I wanted to see a female dr – had to wait over a week for an appointment. I think if I had an emergency I could get seen earlier but do not have to try. Appointments need to be more available, one cannot be ill to order. 

APPENDIX 3 Feedback on our nurses

Questions 30-36
The following tables summarise the ratings of our Nurses within their consultations. For comparison we have reported the scores for these measures from the GPAQ benchmark stats for 2013 which are published on the GPAQ website. Our GPs score consistently higher than the national average over all the measures listed here.

	Q30. Putting you at ease?
	Number of responses
	% of Total
	GPAQ Benchmark

	Very Good
	129
	81%
	67%

	Good
	27
	17%
	23%

	Satisfactory
	2
	1%
	5%

	Poor
	0
	0%
	1%

	Very Poor
	0
	0%
	0%

	Does not apply
	2
	1%
	4%

	Total Responses
	160
	 
	 


	Q31. Giving you enough time?
	Number of responses
	% of Total
	GPAQ Benchmark

	Very Good
	128
	81%
	63%

	Good
	26
	16%
	27%

	Satisfactory
	3
	2%
	6%

	Poor
	0
	0%
	1%

	Very Poor
	0
	0%
	3%

	Does not apply
	2
	1%
	0%

	Total Responses
	159
	 
	 


	Q32. Listening to you?
	Number of responses
	% of Total
	GPAQ Benchmark

	Very Good
	125
	78%
	65%

	Good
	25
	16%
	25%

	Satisfactory
	6
	4%
	6%

	Poor
	0
	0%
	1%

	Very Poor
	0
	0%
	0%

	Does not apply
	4
	3%
	4%

	Total Responses
	160
	 
	 


	Q33. Explaining your condition and treatment?
	Number of responses
	% of Total
	GPAQ Benchmark

	Very Good
	114
	72%
	61%

	Good
	28
	18%
	25%

	Satisfactory
	5
	3%
	7%

	Poor
	1
	1%
	1%

	Very Poor
	0
	0%
	0%

	Does not apply
	11
	7%
	6%

	Total Responses
	159
	 
	 


	Q34. Involving you in decisions about your care?
	Number of responses
	% of Total
	GPAQ Benchmark

	Very Good
	101
	64%
	55%

	Good
	29
	18%
	26%

	Satisfactory
	7
	4%
	7%

	Poor
	0
	0%
	1%

	Very Poor
	0
	0%
	0%

	Does not apply
	21
	13%
	11%

	Total Responses
	158
	 
	 


	Q35. Providing or arranging treatment for you?
	Number of responses
	% of Total
	GPAQ Benchmark

	Very Good
	94
	59%
	57%

	Good
	32
	20%
	24%

	Satisfactory
	4
	3%
	6%

	Poor
	0
	0%
	1%

	Very Poor
	0
	0%
	0%

	Does not apply
	28
	18%
	12%

	Total Responses
	158
	 
	 


	Q36. Would you be completely happy to see this Nurse again?
	Number of responses
	% of Total
	GPAQ Benchmark

	Yes
	154
	100%
	97%

	No
	0
	0%
	3%

	Total Responses
	154
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