Results of Balmoral Surgery Patient Survey 2011

Total Patient Size = 12,726 (On 27.09.11)

Questionnaires returned = 724

5.7% response rate

Total patients aged <25 = 3,528

Questionnaires returned = 66

1.9% response rate

Total patients aged 26-59 = 5,499

Questionnaires returned = 291

5.3% response rate

Total patient aged >60 = 3,699

Questionnaires returned = 293

7.9% response rate
1. Your level of satisfaction with the practice’s opening hours
[image: image1.emf]
	
	Frequency
	Percent

	Valid
	Poor
	3
	.4

	
	Fair
	44
	6.1

	
	Good
	341
	47.1

	
	Very Good
	332
	45.9

	
	Total
	720
	99.4

	Missing
	999
	4
	.6

	Total
	724
	100.0


2. Satisfaction with the day and time arranged for your appointment
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	Frequency
	Percent

	Valid
	Poor
	9
	1.2

	
	Fair
	80
	11.0

	
	Good
	308
	42.5

	
	Very Good
	320
	44.2

	
	Total
	717
	99.0

	Missing
	999
	7
	1.0

	Total
	724
	100.0


3. Chances of seeing a doctor/nurse of your choice
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	Frequency
	Percent

	Valid
	Poor
	57
	7.9

	
	Fair
	209
	28.9

	
	Good
	248
	34.3

	
	Very good
	200
	27.6

	
	Total
	714
	98.6

	Missing
	999
	10
	1.4

	Total
	724
	100.0


4. Opportunity of speaking to a doctor/nurse on the telephone
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	Frequency
	Percent

	Valid
	Poor
	15
	2.1

	
	Fair
	148
	20.4

	
	Good
	292
	40.3

	
	Very Good
	199
	27.5

	
	Total
	654
	90.3

	Missing
	999
	70
	9.7

	Total
	724
	100.0


5. Comfort level of waiting room
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	Frequency
	Percent

	Valid
	Poor
	3
	.4

	
	Fair
	23
	3.2

	
	Good
	256
	35.4

	
	Very Good
	434
	59.9

	
	Total
	716
	98.9

	Missing
	999
	8
	1.1

	Total
	724
	100.0


6. The opportunity to be seen urgently when clinically necessary
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	Frequency
	Percent

	Valid
	Poor
	17
	2.3

	
	Fair
	97
	13.4

	
	Good
	285
	39.4

	
	Very Good
	267
	36.9

	
	Total
	666
	92.0

	Missing
	999
	58
	8.0

	Total
	724
	100.0


7. The opportunity to book an appointment three days or more in

Advance with any healthcare professional
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	Frequency
	Percent

	Valid
	Poor
	53
	7.3

	
	Fair
	136
	18.8

	
	Good
	264
	36.5

	
	Very Good
	212
	29.3

	
	Total
	665
	91.9

	Missing
	999
	59
	8.1

	Total
	724
	100.0

	
	
	

	
	
	


8. The manner in which you were treated by reception staff
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	Frequency
	Percent

	Valid
	Poor
	14
	1.9

	
	Fair
	60
	8.3

	
	Good
	255
	35.2

	
	Very Good
	390
	53.9

	
	Total
	719
	99.3

	Missing
	999
	5
	.7

	Total
	724
	100.0


9. Respect shown for your privacy and confidentiality
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	Frequency
	Percent

	Valid
	Poor
	14
	1.9

	
	Fair
	57
	7.9

	
	Good
	245
	33.8

	
	Very Good
	388
	53.6

	
	Total
	704
	97.2

	Missing
	999
	20
	2.8

	Total
	724
	100.0


10. Information provided by the practice about its service (e.g. repeat

prescriptions, test results etc)

[image: image10.emf]
	
	Frequency
	Percent

	Valid
	Poor
	11
	1.5

	
	Fair
	69
	9.5

	
	Good
	309
	42.7

	
	Very Good
	314
	43.4

	
	Total
	703
	97.1

	Missing
	999
	21
	2.9

	Total
	724
	100.0


11. The recommendation I would give to my friends about this

Practice
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	Frequency
	Percent

	Valid
	Poor
	6
	.8

	
	Fair
	44
	6.1

	
	Good
	289
	39.9

	
	Very Good
	369
	51.0

	
	Total
	708
	97.8

	Missing
	999
	16
	2.2

	Total
	724
	100.0


12. The amount of time given to me today in my consultation
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	Frequency
	Percent

	Valid
	Poor
	4
	.6

	
	Fair
	41
	5.7

	
	Good
	266
	36.7

	
	Very Good
	333
	46.0

	
	Total
	644
	89.0

	Missing
	999
	80
	11.0

	Total
	724
	100.0


13. The opportunity for making compliments or complaints to this

Practice about its service and quality of care
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	Frequency
	Percent

	Valid
	Poor
	14
	1.9

	
	Fair
	75
	10.4

	
	Good
	304
	42.0

	
	Very Good
	231
	31.9

	
	Total
	624
	86.2

	Missing
	999
	100
	13.8

	Total
	724
	100.0


14. The information provided by this practice on health

promotion issues (e.g. risks of smoking, alcohol use etc)

[image: image14.emf]
	
	Frequency
	Percent

	Valid
	Poor
	7
	1.0

	
	Fair
	59
	8.1

	
	Good
	271
	37.4

	
	Very Good
	330
	45.6

	
	Total
	667
	92.1

	Missing
	999
	57
	7.9

	Total
	724
	100.0


15.Please indicate which of the following healthcare professionals you know are available at your surgery? 
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	Gp
	Dietician
	Physio
	Counsellor
	HCA
	Phlebotomist
	Practice Nurse

	659
	189
	141
	121
	265
	108
	651


16. How do you normally book your appointments to see a doctor or nurse at the practice?
[image: image16.emf]Question 16
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	In person
	By phone
	Online

	205
	640
	42


17. Which of the following methods would you prefer to use to book an appointment at the practice?

[image: image17.emf]Question 17
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	In person
	By phone
	Online
	By fax

	287
	621
	258
	3


18. The doctors at this practice work in other healthcare settings sometimes to help with future developments, or running hospital clinics.  This means they are not always in the practice everyday of the week.  How well do you know which days of the week your GP is available?
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	Frequency
	Percent

	Valid
	Not at all
	286
	39.5

	
	Not very well
	213
	29.4

	
	Quite Well
	133
	18.4

	
	Very Well
	72
	9.9

	
	Total
	704
	97.2

	Missing
	999
	20
	2.8

	Total
	724
	100.0


19. Do you feel that you could ask to see the receptionist in private if you wanted to?
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	Frequency
	Percent

	Valid
	Yes
	517
	71.4

	
	No
	162
	22.4

	
	Total
	679
	93.8

	Missing
	999
	45
	6.2

	Total
	724
	100.0


20. How easy do you find getting into the building at the practice?
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	Frequency
	Percent

	Valid
	Not at all easy
	7
	1.0

	
	Not very easy
	4
	.6

	
	Fairly Easy
	36
	5.0

	
	Very easy
	658
	90.9

	
	Total
	705
	97.4

	Missing
	999
	19
	2.6

	Total
	724
	100.0


21. How clean is the practice?

[image: image21.emf]
	
	Frequency
	Percent

	Valid
	Fairly clean
	26
	3.6

	
	Very clean
	688
	95.0

	
	Total
	714
	98.6

	Missing
	999
	10
	1.4

	Total
	724
	100.0


22. As far as I know the practice is open? Please put a tick in each row
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	Before 8am

	Yes
	No
	Sometimes
	Do not know
	 

	212
	168
	142
	163
	 


[image: image23.emf]At lunchtime?
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	At lunchtime

	Yes
	No
	Sometimes
	Do not know
	 

	170
	290
	33
	128
	 


[image: image24.emf]After 6.30pm?
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	After 6.30pm

	Yes
	No
	Sometimes
	Do not know

	167
	110
	203
	146


[image: image25.emf]On Saturdays?
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	On Saturdays

	Yes
	No
	Sometimes
	Do not know

	36
	407
	134
	163


[image: image26.emf]On Sundays?
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	On Sundays

	Yes
	No
	Sometimes
	Do not know

	4
	473
	3
	145


23. In general, how satisfied are you with the care you get at the practice?
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	Frequency
	Percent

	Valid
	Very dissatisfied
	10
	1.4

	
	Quite dissatisfied
	19
	2.6

	
	Fairly satisfied
	130
	18.0

	
	Very satisfied
	552
	76.2

	
	Total
	711
	98.2

	Missing
	999
	13
	1.8

	Total
	724
	100.0


24. Would you recommend the surgery to someone who has just moved to your local area?
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	Frequency
	Percent

	Valid
	Definitely not
	7
	1.0

	
	Probably not
	8
	1.1

	
	Maybe
	53
	7.3

	
	Yes
	648
	89.5

	
	Total
	716
	98.9

	Missing
	999
	8
	1.1

	Total
	724
	100.0


25. Did you feel you were able to ask as many questions as you wanted in your consultation? Please bear in mind that appointments are routinely 10 minutes

[image: image29.emf]
	
	Frequency
	Percent

	Valid
	Yes
	670
	92.5

	
	No
	26
	3.6

	
	Total
	696
	96.1

	Missing
	999
	28
	3.9

	Total
	724
	100.0


26. When you last saw the doctor, do you feel that he/she took appropriate action to deal with the reasons for you treatment? (E.g. he/she gave you the right medicine, treatment, tests, advice etc)
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	Frequency
	Percent

	Valid
	Yes
	653
	90.2

	
	No
	44
	6.1

	
	Total
	697
	96.3

	Missing
	999
	27
	3.7

	Total
	724
	100.0


27. Did the doctor explain the reasons for that action in a way that you found easy or difficult to understand?
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	Frequency
	Percent

	Valid
	Reasons not explained at all
	12
	1.7

	
	Very difficult
	7
	1.0

	
	Fairly difficult
	1
	.1

	
	Fairly easy
	154
	21.3

	
	Very easy to understand
	528
	72.9

	
	Total
	702
	97.0

	Missing
	999
	22
	3.0

	Total
	724
	100.0


28. In your opinion how easy or difficult would it be for people with physical disabilities to move around your practice? (tick one box only)
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	Frequency
	Percent

	Valid
	Fairly difficult
	4
	.6

	
	Fairly easy
	210
	29.0

	
	very easy
	477
	65.9

	
	Total
	691
	95.4

	Missing
	999
	33
	4.6

	Total
	724
	100.0


29. In the last 12 months have you felt like making a complaint about a GP, Nurse, Receptionist of other member of staff at your GP surgery? (tick one box only)
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	Frequency
	Percent

	Valid
	Yes, and I have made at least one complaint
	17
	2.3

	
	Yes, but I have not made a complaint
	83
	11.5

	
	No
	598
	82.6

	
	Total
	698
	96.4

	Missing
	999
	26
	3.6

	Total
	724
	100.0


30. The last time you made a complaint was it sorted out to your satisfaction? (tick one only)
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	Frequency
	Percent

	Valid
	Yes
	44
	6.1

	
	No
	11
	1.5

	
	Not made a complaint
	610
	84.3

	
	Total
	665
	91.9

	Missing
	999
	59
	8.1

	Total
	724
	100.0


31. In the last 12 months have you used any of the health services below instead of using similar services which might be available at your surgery?
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	A&E
	151

	NHS Direct
	119

	NHS Walk in Centre
	17

	Private Dr
	17

	Family Planning Clinic
	10

	Counsellor
	30

	Chiropractor
	17

	Physio
	55

	None of these
	372


32. Have you ever missed an appointment because?
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	Frequency
	Percent

	Valid
	I had recovered
	7
	1.0

	
	I forgot
	69
	9.5

	
	I was delayed in traffic
	14
	1.9

	
	Too difficult to cancel
	6
	.8

	
	Other
	13
	1.8

	
	Never knowingly missed an appt
	578
	79.8

	
	Total
	687
	94.9

	Missing
	999
	37
	5.1

	Total
	724
	100.0


33.  Missed appointments are a problem for the practice.  Can you easily contact the practice when you wish to cancel an appointment?
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	Frequency
	Percent

	Valid
	Always
	362
	50.0

	
	Most of the time
	151
	20.9

	
	Sometimes
	31
	4.3

	
	Never
	5
	.7

	
	Never needed to cancel an appointment
	139
	19.2

	
	Total
	688
	95.0

	Missing
	999
	36
	5.0

	Total
	724
	100.0


34. The surgery are thinking about introducing a text messaging reminder service, which would send an appointment reminder the day before your appointment.  How useful do you think this will be?
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	Frequency
	Percent

	Valid
	Very useful
	335
	46.3

	
	Useful
	133
	18.4

	
	Not necessary
	172
	23.8

	
	Unsure
	49
	6.8

	
	Total
	689
	95.2

	Missing
	999
	35
	4.8

	Total
	724
	100.0


35. Which of the following do you use to find out information about the practice? (Please tick all that apply)
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	Website
	Telephone
	Newsletter
	Email
	Notice board
	Practice Leaflet

	161
	302
	21
	10
	274
	167


36. Did you know that you can book an appointment with your GP on-line?
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	Frequency
	Percent

	Valid
	Yes
	443
	61.2

	
	No
	244
	33.7

	
	Total
	687
	94.9

	Missing
	999
	37
	5.1

	Total
	724
	100.0


37. Would it be useful to book a telephone consultation with a GP of you choice?
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	Frequency
	Percent

	Valid
	Yes
	577
	79.7

	
	No
	106
	14.6

	
	Total
	683
	94.3

	Missing
	999
	41
	5.7

	Total
	724
	100.0


39. Have you had a referral to a secondary care service (hospital care) in the last 12 months?
[image: image42.emf]
	
	Frequency
	Percent

	Valid
	Yes
	299
	41.3

	
	No
	392
	54.1

	
	Total
	691
	95.4

	Missing
	999
	33
	4.6

	Total
	724
	100.0


40. Which secondary care service were you referred to?

[image: image43.emf]Question 40

0

5

10

15

20

25

30

35

40

45

1

Number of respondents 

Orthopaedic

Pain Clinic

Dermatology

Urology

General Surgical

Gynaecology

Audiology

Gastroenterology

Neurology

cardiology

ent

rheumatology

Colorectal

Vascular

Ophthalmology

Nephrology

General Medicine


41. Did you think that the waiting time for your appointment in secondary care was acceptable?

[image: image44.emf]Question 41
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	284
	44


42. Would you prefer to be seen closer to home for your appointment with secondary care?  (E.g. Deal Hospital or at your GP Practice)
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Yes

No

Happy to go where

waiting list shortest


	Yes
	No
	Happy to go where waiting list shortest

	239
	48
	98
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	Frequency
	Percent

	Valid
	Under 25
	66
	9.1

	
	26-59
	291
	40.2

	
	60+
	293
	40.5

	
	Total
	650
	89.8

	Missing
	999
	72
	9.9

	
	System
	2
	.3

	
	Total
	74
	10.2

	Total
	724
	100.0
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	Frequency
	Percent

	Valid
	Female
	420
	58.0

	
	Male
	223
	30.8

	
	Total
	643
	88.8

	Missing
	999
	79
	10.9

	
	System
	2
	.3

	
	Total
	81
	11.2

	Total
	724
	100.0
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	Frequency
	Percent

	Valid
	Yes
	292
	40.3

	
	No
	285
	39.4

	
	Total
	577
	79.7

	Missing
	999
	145
	20.0

	
	System
	2
	.3

	
	Total
	147
	20.3

	Total
	724
	100.0
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	Frequency
	Percent

	Valid
	Less than 5 years
	117
	16.2

	
	6-10yrs
	98
	13.5

	
	11 years +
	432
	59.7

	
	Total
	647
	89.4

	Missing
	999
	74
	10.2

	
	System
	3
	.4

	
	Total
	77
	10.6

	Total
	724
	100.0


Ethnicity
	British
	636

	White & Black African
	1

	Irish
	2

	White Asian
	1

	AO White Background
	7

	Indian
	1

	Any Other Asian 
	1

	Any Other Ethnic Background
	1
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