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REPORT ON PATIENT SATISFACTION SURVEY 2008-9

Reason for Survey

It is now a year since the practice carried out a patient satisfaction survey. It is a requirement that a further 
survey should be carried out in order to gauge the level of patient satisfaction with our services and to ensure 
the continuation of high standards in the light of major changes taking place in Primary Care. 

Survey Method

The practice carried out the survey in December 2008. The survey was carried out in practice, post 
consultation, using the GPAQ Questionnaire (General Practice Assessment Questionnaire). This is one of 
two surveys recommended by Suffolk Primary Care Trust.

It was developed at the National Primary Care Research and Development Centre at The University of 
Manchester for the 2003 GP contract. It focuses on aspects of general practice that are not covered 
elsewhere in the Quality and Outcomes Framework. More information can be found at www.gpaq.info

Over 200 patient questionnaires were completed, approx 50 for each GP.   Analysis of the results was carried 
out using the GPAQ Analysis Excel spreadsheet.  Patients were selected at random covering surgeries on 
each day of the week to provide a representative sample. It should be noted that Dr Osler & Dr Bennett 
retired from the practice in July and December respectively and so were not included in the report.

Survey Criteria

A total of 19 questions, some multi-part were included in the patient questionnaire. For analysis purposes, 
GPAQ uses data relating to patient responses in 19 areas.   See below for a full list of criteria.

�¾ Q2 - Satisfaction with receptionists

�¾ Q3a - Satisfaction with opening hours

�¾ Q4b - Satisfaction with availability of particular doctor

�¾ Q5b - Satisfaction with availability of any doctor

�¾ Q7b - Satisfaction with waiting times at practice

�¾ Q8a - Satisfaction with phoning through to practice

�¾ Q8b - Satisfaction with phoning through to doctor for advice

�¾ Q9b - Satisfaction with continuity of care

�¾ Q10a - Satisfaction with doctor's questioning

�¾ Q10b - Satisfaction with how well doctor listens

�¾ Q10c - Satisfaction with how well doctor puts patient at ease

�¾ Q10d - Satisfaction with how much doctor involves patient

�¾ Q10e - Satisfaction with doctor's explanations

�¾ Q10f - Satisfaction with time doctor spends

�¾ Q10g - Satisfaction with doctor's patience

�¾ Q10h - Satisfaction with doctor's caring and concern

�¾ Q11a - Ability to understand problem after visiting doctor

�¾ Q11b - Ability to cope with problem after visiting doctor

�¾ Q11c - Ability to keep healthy after visiting doctor
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Survey Results

The results of the survey have been analysed and are shown on the following pages. Overall Survey results 
are shown first, in Figure 1 , page 5, followed by a breakdown in graph format for each assessment scale to 
ease interpretation.  

Raw analysis reports have also been produced for each individual GP showing the specific results for the 50 
patients seen by them in consultation. This information has been provided for their own review and personal 
learning and so is not included in this document.

Comparison with 2007/8 Survey Results

The results from this survey are compared with the results from the 2007/8 survey in Figure 23 .

Improving Patient Satisfaction

Using the outcomes of the survey, recommendations have been made in order to improve patient satisfaction 
with the practice over the next two years (See page 14).  These recommendations have been discussed at a 
multidisciplinary meeting.

Patient Comments

At the end of the survey, patients had the opportunity to add any comments under the following headings:

�¾ Is there anything particularly good about your health care?

�¾ Is there anything that could be improved?

�¾ Any other comments?

A list of comments made by patients is shown in the Survey Report at the end of the document.

B O’Dwyer
Practice Manager
March 2009

Copy to:
All GP's
Patient Participation Group
PCT
Staff
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Analysis of Patient Satisfaction Survey

Summary of Survey Results

Patient Satisfaction Survey Results 2008-09
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Figure 1

Figure 1 shows a summary of the responses to all 19 criteria in the survey.   The results are compared with 
the GPAQ Benchmark scores which reflect the national average scores for each criterion.

The practice has achieved equal or higher scores than the national benchmark in twelve criteria. Where the 
practice has scored lower than the benchmark, the criteria need to be addressed in order to improve patient 
satisfaction. This is the case in seven instances.
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Opening Times – Q.3a/b

The results in Figure 3  show that over 82.3% of patients feel that our current opening times are good, very 
good or excellent.   17.7% rate our opening times only as fair to very poor.

The results of Figure 4  show that 44.78% of patients did not require any additional opening times.  However, 
47.26% of patients would like the practice to be open in the evenings or at weekends and 7.96% would like 
the practice to open early morning.

Satisfaction with opening times
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Satisfaction with Receptionists - Q.2
Figure 5

Satisfaction with receptionists
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The results in Figure 5  show that over
94.5% of patients rated the way that 
they were treated by receptionists as 
excellent, very good or good. 

5.5% rated this as fair to very poor.

Availability of Named GP - Q.4a
Figure 6
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The results in Figure 6  show that 9.73% 
of patients could see a named GP on 
the same day and 9.2% could see a 
named GP the next day.  27.5% could 
be seen within 2 working days  
This represents 46.5% of patients being 
able to see a named GP within the 48 
hours target.

Over 58% of patients thought that this 
level of availability was excellent, very 
good or good.

Availability of Any GP – Q.5a
Figure 7

Availability of any GP

63

43 39

13
5 4

16

0
10
20
30
40
50
60
70

Same day Next

working

day

Wit hin 2

working

days

Within 3

working

days

Wit hin 4

working

days

5 or  more

working

days

Does not

apply

The results in Figure 7  show that 32.7% 
of patients could see any GP the same 
day and 25.7% could see any GP the 
next day.  23.3% could be seen within 2 
working days.

This represents 86.8% of patients being 
able to see any GP within the 48 hours 
target.

78.7% of patients thought that this level 
of availability was good, very good or 
excellent.
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Continuity of Care – Q.9a
Figure 8
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The results in Figure 8 show that

22.3% of patients always saw the same 
GP. 40.5% almost always saw the 
same GP. 14.8% saw the same GP a lot 
of the time.

Over 89% of patients thought that this 
level of continuity of care was good, 
very good or excellent.

Waiting Time in Surgery – Q.7b
Figure 9

Waiting time at practice
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8.2% had a wait of 5 minutes or less
45.9% had a wait of 6-10 minutes
37.16% had a wait of 11-20 minutes
7% had a wait of 21-30 minutes
1.64% had a wait of over 30 minutes

72.67% of patients thought that this 
length of wait was good, very good or 
excellent.

Ability to Telephone a GP for Advice – Q.8b
Figure 10
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The results in Figure 10  show that
81.5% thought that their experience of 
telephoning a GP for advice was good, 
very good or excellent.
18.5% thought that their experience of 
telephoning a GP for advice was fair to 
very poor.
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Ability to get through to the practice – Q.8a
Figure 11
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The results in Figure 11 show that 93% 
thought that getting through to the 
practice by telephone was good, very 
good or excellent.
7% thought that getting through to the 
practice by telephone was fair to very 
poor.

The Following Results Are Specific To the Consultation
Thoroughness of GP Questioning – Q.10a
Figure 12
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The results in Figure 12  show that:
On the thoroughness of GP questioning 
37.7% of patients thought this was 
excellent, 36.7% very good and 21.3% 
good.
That is, 95.74% thought thoroughness 
to be good to excellent.
4.26% thought that the thoroughness of 
GP questioning was fair to very poor.

How well the GP Listened – Q.10b
Figure 13
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The results in Figure 13  show that:
On how well the GP listened 49.19% of 
patients thought this was excellent, 
30.27% very good and 17.3% good.
That is, 96.76% thought listening to be 
good to excellent.

3.24 thought that how well the GP 
listened was fair to very poor.
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How well the GP put the patient at ease – Q.10c
Figure 14
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The results in Figure 14  show that:
On how well the GP put them at their 
ease, 46.3% thought this was excellent, 
32.7% very good and 16% good.
That is, 95% felt at ease.

5% thought that this was fair to very 
poor.

How much the GP involved you in decisions about their care – Q.10d
Figure 15
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The results in Figure 15  show that:
On how much the GP; involved the 
patient in decisions about their care, 
40.2% thought this was Excellent, 
30.5% very good and 21.8% good.
That is, 92.5% felt involved

7.5% thought that this was fair to very 
poor.

How well the GP explained their problems or treatment – Q.10e
Figure 16
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The results in Figure 16  show that:
On how well the GP explained their 
problems or treatment, 47.8% thought 
this was excellent, 28.8% very good and 
19.2% good.
That is, 95.6% thought the explanation 
to be good to excellent

4.4% thought that this was fair to poor.
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The amount of time spent in consultation – Q.10f
Figure 17

Satisfaction with time doctor spends
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The results in Figure 17 show that:
On the amount of time spent in 
consultation, 41.2% thought that this 
was excellent, 31.6% very good and 
20.3% good.
That is, 93.2% thought time spent to be 
good to excellent.
6.8% thought that this was fair to very
poor.

The GP’s patience with your questions or worries – Q.10g
Figure 18
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The results in Figure 18  show that:
On the degree of patience of their GP, 
50.8% thought that this was excellent, 
28.4% very good and 16.4% good.
That is, 95.6% thought patients to be 
good to excellent.
4.4% thought that this was fair to very 
poor.

The GP’s caring and concern for you – Q.10h
Figure 19
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The results in Figure 19  show that:
On the GP’s care and concern for the 
patient, 51% thought that this was 
excellent, 26.6% very good and 15.7% 
good.
That is, 93.5% thought care and 
concern was good to excellent.
6.5% thought that this was fair to very
poor.
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Ability to Understand Problem – Q.11a
Figure 20
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The results in Figure 20 show that:
On the ability to understand their 
problems after the visit, 50.63% felt the 
understood them much more and 
38.88% a little more.

12.5% felt that they understood their 
problems the same or less than before 
the visit

Ability to Cope with the Problem – Q.11b
Figure 21
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The results in Figure 1  show that:
On the ability to cope with their problem 
after the visit, 46.25% felt that they 
could cope much more than before the 
visit and 33.13% a little more.

20.63% felt that they could cope with 
their problem the same or less than 
before the visit

Ability to Keep Healthier – Q.11c
Figure 22
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The results in Figure 22  show that:
On the ability to keep healthier after the 
visit, 42.18% felt that they could keep 
much healthier after the visit and 
30.61% a little more.
27.21% felt that they could keep as 
healthy as or less healthy than before 
the visit.



Page 13 of 16

Comparison of Results with Previous Year Survey

COMPARISON WITH 2008 SURVEY RESULTS
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Figure 23

Comparison Summary

From Figure 23  we can see that:

The practice has continued to achieve higher scores than the national benchmark in the majority of criteria 
and has compared satisfactorily with the 2008 survey. However, satisfaction with the availability of a 
particular or any doctor are 4 and 3 points below the national benchmark respectively. Opening hours is 
one below the benchmark as are satisfaction with how well doctor puts patient at ease and how much 
doctor involves patient. Of more concern are ability to cope with problem after visiting doctor and ability to 
keep healthy after visiting doctor which are 3 and 5 points below the benchmark.
Another anomaly, a positive one, is Q8a. Satisfaction with phoning through to practice. The figure of 
81.5% who thought that their experience of telephoning a GP for advice was good, very good or excellent 
72% is 16 points above the benchmark. The practice has thought about changing the phone system to 
incorporate an auto attendant style of phone answering. Currently reception try to pick up any ringing 
phone within four rings even if it means asking the patients to hold once it has been established it is not an 
emergency. This high figure of patient satisfaction is an endorsement for no change.
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Improving Patient Satisfaction – Priorities - next two years
The findings of this report will be disseminated to patients via posters in the waiting room. It has also been 
discussed and agreed with a representative from the Leiston Patient Participation Group.

The Practice Manager will be the practice lead for achieving the priorities.

Measuring change for these priorities is best done via next years patient survey although feedback from 
patients may be forthcoming from the website, the comments box and the Patient Participation Group.

Opening times

82.3% of patients feel that our current opening times are good, very good or excellent which results in a 
mean score of 66 – one below the benchmark. However, 47.26% of patients would like the practice to be 
open in the evenings or at weekends and 7.96% would like the practice to open early morning. There has
been much publicity from the government over access in GP surgeries which may account for these 
figures. The practice should consider taking part in the ‘Extended Hours’ Direct Enhanced Service or 
something of a similar nature to create patient appointments for workers.

Recommendation:

�¾ Consider methods of creating patient appointments for patients who work during the day.

Availability of a or any doctor

Both of these are down on the benchmark by –2 and –1 respectively but are both up +2 on last year. This 
suggests that while there is a problem it is getting better. It is felt that the success of the triage nursing 
may have had an impact here as GP appointments are often switched to nurse appointments. This is the 
point of triage nursing as it leaves the GPs to concentrate on the more involved consultations. The fact 
that the situation is improving suggests that patients are getting used to the triage nurse system.
If the proposed ‘worker’ appointments are implemented then this should have a positive effect on 
availability.

Recommendation:

�¾ Inform patients they can book up to four weeks in advance.
�¾ Promote early booking to ensure continuity.
�¾ Consider ‘worker’ appointments – see above.

Consultations

The results of the survey relevant to consultations are specific to individual GPs. Raw analysis reports 
have been produced for each individual GP showing the specific results for the patients seen by them in 
consultation. This information has been provided for their own review and personal learning as part of GP 
appraisal.

Recommendation:

GPs review their consultation methods in the light of their specific survey results.   Areas which are near 
the national benchmark are:

�¾ Satisfaction with how well doctor puts patient at ease
�¾ Satisfaction with how much doctor involves patient
�¾ Ability to cope with problem after visiting doctor
�¾ Ability to keep healthy after visiting doctor

The last two points were –3 and –5 points below the benchmark. A possible reason could be insufficient 
signposting and patient information given during consultations. To alleviate this, the practice is hoping to 
take on an information officer who will be in charge of patient information.
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Other Comments made by Patients

Freehand comments were made by patients in response to the following  questions

Is there anything particularly good about your health care?
�¾Happy, co-operative surgery.
�¾General friendliness and understanding of Dr’s and nurses.
�¾Urgent problems are usually dealt with promptly within my limited experience. Ipswich 

hospital has been very good.
�¾Having moved to this area recently I have been very impressed with the health care 

provided. Dr’s and nurses are very helpful, available and you don’t feel rushed. Being able 
to use the surgery in Yoxford and collect prescriptions is excellent & also ‘green’, saves 
petrol and time.

�¾Always helpful & understanding and very pleasant
�¾On the whole I find the service good.
�¾Just to say that the service from the reception to the doctor was brilliant, they were all very 

helpful and considerate. Can’t thank them all enough for all their time and patience in 
looking after me.

�¾The people doctors and staff more like friends you visit.
�¾I feel very fortunate to have a surgery with very good GPs, helpful approachable nurses and 

good reception/appointments system.
�¾The receptionists in particular are excellent; Dr Blades is the best doctor I have had since 

moving to Suffolk in 1976.
�¾I have come to trust my Dr and she does make me feel better.
�¾Consistent, any problems taken seriously. Dr Blades excellent listener. Gave good 

explanation of probable diagnosis and treatment.
�¾Having had an anxiety problem in recent months the mental health care was very helpful and 

the surgery doctors were very kind to me.
�¾Yes, I think my local surgery has been very patient with my long term illness.
�¾My local part time surgery in Yoxford is excellent.
�¾Doctors very understanding
�¾We are very fortunate in having the good service of this practice in our area. Very good 

doctors
�¾Having also been involved in private medical care, I am more than happy with the care of 

the NHS
�¾I’m very lucky to have the health care team that supports me.
�¾Nurse/healthcare assistant/dispenser – all helpful and go out of their way to help as much as 

they can
�¾I am very happy with my surgery. They always try their best to see you the same day.
�¾GPs and all staff are very helpful and friendly
�¾We receive very good care at this general practice. Appointment within 1/3 days at the most, 

and a pleasant atmosphere in the surgery
�¾I have no criticisms about my healthcare
�¾All Dr’s I have seen have been supportive and understanding.
�¾My health care is very good.
�¾The care which I receive here at Yoxford is very good & when I have to go to Leiston I also 

get very good help.
�¾I have hypothyroidism and have always found my treatment for my condition very good.
�¾I have always found the staff and Dr’s excellent. Kind, caring, helpful, polite.
�¾Don’t go to the doctor much to really answer this question, but it’s a brilliant service.
�¾Yes – It works!
�¾All staff, nurses, doctors friendly and professional.
�¾Never had any problems with GP services.
�¾We get excellent help from both Dr’s and staff.
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Is there anything that could be improved?
�¾Nope!
�¾I satisfied for what the Leiston Surgery treated me!
�¾None (happy)
�¾Satisfied
�¾Dr’s on call could be improved, sometimes waited several hours for a home visit.
�¾Not that I know of, great service.
�¾Nothing – excellent as it is.
�¾Opening more hours so working people can get an appointment.
�¾Nothing comes to mind but I will let you know if anything crops up.
�¾The opening hours
�¾Better understanding of people with multiple sclerosis
�¾Plants? – On windowsill. After hours – late night provision for the vulnerable i.e., v young 

and v old
�¾Long term pain management
�¾A doctor in the surgery on Sat/Sun mornings for emergencies.
�¾The improvement which I think needs attention to is the time between Dr’s referrals to 

hospitals; you have to wait too long for appointments to come through.
�¾It would be nice to be told how long we have to wait if there is a delay. Kept informed.
�¾Access to the surgery. Difficult for wheelchair users and mothers with prams.
�¾As far as I am concerned, no.
�¾Hospital waiting time

Any other comments?
�¾Doctors very good, they are better than the North East. 
�¾A very satisfied customer.
�¾I think that its impersonal when you get all different doctors on call rather than from own 

surgery.
�¾Thank you all at Leiston surgery
�¾I currently am able to obtain my prescriptions directly from my GP. This is invaluable as I 

live 4 miles from nearest pharmacy. Much needed when not well enough to drive.
�¾No, but to say thanks for all caring and patience. Merry Christmas and Happy New Year
�¾Less money spent on surveys and more spent on actual care.
�¾Ability to collect prescriptions from village post office is an excellent service which I value 

highly, as is being able to order online.
�¾Better parking and access
�¾Happy with service
�¾Car parking
�¾I do not think you should have to wait 6 weeks to 3 months to see someone at hospital for 

some minor complaints, much too long.
�¾I think the metal stairs you have are very dangerous.
�¾I think the Dr’s do the best they can, keep up the good work.
�¾Very satisfied with surgery.
�¾I was completely satisfied with my visit to the doctors today, thank you.


