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Synopsis:
Bottisham Medical Practice utilised the General Practice Assessment Questionnaire (GPAQ) to survey the views of patients attending their surgery during autumn 2013 and winter 2013 / 2014. 
This report summarises the changes in responses between Bottisham Medical Practice’s 2011, 2012 and 2013 GPAQ surveys.

2011 = Percentages based on177 Returns

2012 = Percentages based on 197 Returns

2013 = Percentages based on 228 Returns
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Introduction:

1.1
Bottisham Medical Practice utilised the General Practice Assessment Questionnaire (GPAQ) to survey the views of patients attending their surgery during  winter 2013 / 2014. 

1.2
228 GPAQ forms were completed by patients and returned to Bottisham Medical Practice by 22nd January 2014. 

1.3 Many Bottisham respondents did not answer all of the GPAQ questions, so the percentages within the Question summaries below refer to the total number of respondents who answered each specific question.  

1.4 The GPAQ response percentages have been rounded to the nearest whole number for ease of comparison. In some instances, this has resulted in the percentage ‘totals’ equalling 99% or 101%. 

1. 
GPAQ Questions

Questions 1 - 14 :  About Reception and Appointments
Question 1 : How helpful do you find the receptionists at your GP practice?

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	1.1
	Very helpful
	77 %
	73 %
	78%
	+5

	1.2
	Fairly helpful
	20 %
	26 %
	22%
	-4

	1.3
	Not very helpful
	3 %
	1 %
	0%
	-1

	1.4
	Not at all helpful
	0 %
	1 %
	1%
	~

	1.5
	Don’t know
	0 %
	0%
	0%
	~


2013 - 9 skipped question
Question 2 : How easy is it to get through to someone at your GP practice on the
        phone?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	2.1
	Very easy
	28 %
	23 %
	33%
	+10

	2.2
	Fairly easy
	62 %
	56 %
	54%
	-2

	2.3
	Not very easy
	6 %
	16 %
	10%
	-6

	2.4
	Not at all easy
	2 %
	2 %
	1%
	-1

	2.5
	Don’t know
	0 %
	0 %
	0%
	~

	2.6
	Haven’t tried
	2 %
	3 %
	2%
	-1


2013 – 4 skipped question
Question 3 : How easy is it to speak to a doctor or nurse on the phone at your GP practice?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	3.1
	Very easy
	19 %
	14 %
	18%
	+4

	3.2
	Fairly easy
	42 % 
	43 % 
	38%
	-5

	3.3
	Not very easy
	11 %
	15 %
	11%
	-4

	3.4
	Not at all easy
	1 %
	3 %
	1%
	-2

	3.5
	Don’t know
	3 % 
	3 % 
	5%
	+2

	3.6
	Haven’t tried
	24 %
	22 %
	28%
	+6


2013 – 1 skipped question
Question 4 : If you need to see a GP urgently, can you normally get seen on the 

       same day?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	4.1
	Yes
	76 %
	67 %
	77%
	+10

	4.2
	No
	10 %
	14 %
	7%
	-7

	4.3
	Don’t know / never needed to
	14 %
	 19 %
	16%
	-3


2013 – 2 skipped question
Question 5 : How important is it to you to be able to book appointments ahead of time in your practice?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	5.1
	Yes
	87 %
	89 %
	90%
	+1

	5.2
	No
	13 %
	11 %
	10%
	-1


2013 – 6 skipped question
Question 6 : How easy is it to book ahead in your practice?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	6.1
	Very easy
	36 %
	28 %
	28%
	~

	6.2
	Fairly easy
	50 %
	45 %
	44%
	-1

	6.3
	Not very easy
	10 %
	17 %
	21%
	+4

	6.4
	Not at all easy
	2 %
	5 %
	1%
	-4

	6.5
	Don’t know
	1 %
	1 %
	1%
	~

	6.6
	Haven’t tried
	1 %
	5 %
	5%
	~


2013 – 2 skipped question
Question 7 : How do you normally book your appointments at your practice?
  
        (NB Patients could answer as many options as were relevant)

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	7.1
	In person
	24 %
	25 %
	36%
	+11

	7.2
	By phone
	76 %
	74 %
	89%
	+15

	7.3
	Online
	0 %
	1 %
	0%
	-1

	7.4
	Doesn’t apply
	0 %
	0 %
	0%
	~


2013 – 2 skipped question

Question 8 : Which of the following methods would you prefer to use to book
       appointments at your practice?
       (NB Patients could answer as many options as were relevant)
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	8.1
	In person
	22 %
	21 %
	33%
	+12

	8.2
	By phone
	61 %
	60 %
	87%
	+27

	8.3
	Online
	17 %
	19 %
	29%
	+10

	8.4
	Doesn’t apply
	0 %
	0 %
	0%
	~


2013 – 3 skipped question

Thinking of times when you want to see a particular doctor:
Question 9 : How quickly do you usually get seen?

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	9.1
	Same day or next day
	22 %
	16 %
	20%
	+4

	9.2
	2 – 4 days
	36 %
	31 %
	28%
	-3

	9.3
	5 days or more
	30 %
	36 %
	42%
	+6

	9.4
	I don’t usually need to be seen quickly
	8 %
	12 %
	6%
	-6

	9.5
	Don’t know, never tried
	4 %
	5 %
	5%
	~


2013 – 4 skipped question
Question 10 : How do you rate this?

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	10.1
	Excellent
	17 %
	17 %
	19%
	+2

	10.2
	Very Good
	30 %
	25 %
	20%
	-5

	10.3
	Good
	21 %
	18 %
	23%
	+5

	10.4
	Fair
	20 %
	25 %
	25%
	~

	10.5
	Poor
	6 %
	7 %
	9%
	+2

	10.6
	Very poor
	2 %
	2 %
	1%
	-1

	10.7
	Does not apply
	4 %
	7 %
	4%
	-3


2013 – 6 skipped question
Thinking of times when you are willing to see any doctor:

Question 11 : How quickly do you usually get seen?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	11.1
	Same day or next day
	64 %
	59 %
	66%
	+7

	11.2
	2 – 4 days
	23 %
	23 %
	22%
	-1

	11.3
	5 days or more
	6 %
	10 %
	5%
	-5

	11.4
	I don’t usually need to be seen quickly
	3 %
	6 %
	4%
	-2

	11.5
	Don’t know, never tried
	4 %
	3 %
	3%
	~


2013 – 6 skipped question

Question 12 : How do you rate this?

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	12.1
	Excellent
	33 %
	34 %
	36%
	+2

	12.2
	Very Good
	32 %
	26 %
	30%
	+4

	12.3
	Good
	19 %
	19 %
	20%
	+1

	12.4
	Fair
	9 %
	13 %
	8%
	-5

	12.5
	Poor
	4 %
	2 %
	3%
	+1

	12.6
	Very poor
	0 %
	2 %
	0%
	-2

	12.7
	Does not apply
	3 %
	4 %
	4%
	~


2013 – 4 skipped question

Thinking of your most recent consultation with a doctor or nurse:
Question 13 : How long did you wait for your consultation to start?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	13.1
	Less than 5 Minutes
	13 %
	7 %
	11%
	+4

	13.2
	5 – 10 minutes
	40 %
	34 %
	30%
	-4

	13.3
	11 – 20 minutes
	35 %
	33 %
	36%
	+3

	13.4
	21 – 30 minutes
	9 %
	17 %
	15%
	-2

	13.5
	More than 30 minutes
	1 %
	8 %
	8%
	~

	13.6
	There was no set time for my consultation
	2 %
	1 %
	0%
	-1


2013 – 5 skipped question

Question 14 : How do you rate this?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	14.1
	Excellent
	21 %
	14 %
	16%
	+2

	14.2
	Very Good
	25 %
	20 %
	23%
	+3

	14.3
	Good
	29 %
	24 %
	24%
	~

	14.4
	Fair
	21 %
	28 %
	25%
	-3

	14.5
	Poor
	3 % 
	10 % 
	10%
	~

	14.6
	Very poor
	1 %
	 3 %
	2%
	-1

	14.7
	Does not apply
	0 %
	 1 %
	0%
	-1


2013 – 7 skipped question



Questions 15 – 18 : Opening Times

Question 15 : Is your GP practice currently open at times that are convenient for
          you?

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	15.1
	Yes
	88 %
	83 %
	88%
	+5

	15.2
	No
	10 %
	15 %
	10%
	-5

	15.3
	Don’t know 
	2 %
	2 %
	2%
	~


Question 16 : Which of the following additional opening hours would make it 

         easier for you to see or speak to someone?

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	16.1
	Before 8am
	13 %
	12 %
	27%
	+15

	16.2
	At lunchtime
	7 %
	10 %
	15%
	+5

	16.3
	After 6.30pm
	24 %
	16 %
	39%
	+23

	16.4
	On a Saturday
	38 %
	33 %
	45%
	+12

	16.5
	On a Sunday
	7 %
	10 %
	12%
	+2

	16.6
	None of these
	11 %
	18 %
	21%
	+3


2013 – 136 skipped question

Question 17 : Is there a particular GP you usually prefer to see or speak to?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	17.1
	Yes
	69 %
	70 %
	64%
	-6

	17.2
	No
	31 %
	30 %
	36%
	+6

	17.3
	There is usually only one doctor in my surgery
	0 %
	0 %
	0%
	~


2013 – 3 skipped question

Question 18 : How often do you see or speak to the GP you prefer?

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	18.1
	Always or almost always
	41 %
	38 %
	44%
	+6

	18.2
	A lot of the time
	34 %
	31 %
	28%
	-3

	18.3
	Some of the time
	21 %
	23 %
	22%
	-1

	18.4
	Never or almost never
	2 %
	4 %
	3%
	-1

	18.5
	Not tried at this GP practice
	2 %
	3 %
	4%
	+1


2013 – 76 skipped question



Questions 19 – 24  : How good was the last GP you saw at each of 



        the following?
Question 19 : Giving you enough time

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	19.1
	Very Good
	76 % 
	76 % 
	80%
	+4

	19.2
	Good
	22 %
	19 %
	19%
	~

	19.3
	Fair
	1 %
	3 %
	0%
	-3

	19.4
	Poor
	0 %
	0 %
	0%
	~

	19.5
	Very Poor
	0 %
	1 %
	0%
	-1

	19.6
	Does not apply
	1 %
	1 %
	1%
	~


2013 – 13 skipped question

Question 20 : Listening to you

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	20.1
	Very Good
	81 %
	81 %
	86%
	+5

	20.2
	Good
	17 %
	16 %
	13%
	-3

	20.3
	Fair
	1 %
	2 %
	1%
	-1

	20.4
	Poor
	0 %
	1 %
	0%
	-1

	20.5
	Very Poor
	0 %
	1 %
	0%
	-1

	20.6
	Does not apply
	1 %
	0 %
	1%
	+1


2013 – 16 skipped question
Question 21 : Explaining tests and treatments

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	21.1
	Very Good
	72 %
	74 %
	77%
	+3

	21.2
	Good
	24 %
	19 %
	19%
	~

	21.3
	Fair
	2 %
	6 %
	1%
	-5

	21.4
	Poor
	1 %
	1 %
	0%
	-1

	21.5
	Very Poor
	0 %
	0 %
	0%
	~

	21.6
	Does not apply
	1 %
	1 %
	3%
	+2


2013 – 18 skipped question
Question 22 : Involving you in decisions about your care 

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	22.1
	Very Good
	73 %
	67 %
	73%
	+6

	22.2
	Good
	23 %
	23 %
	22%
	-1

	22.3
	Fair
	3 %
	4 %
	1%
	-3

	22.4
	Poor
	0 %
	1 %
	0%
	-1

	22.5
	Very Poor
	0 %
	1 %
	0%
	-1

	22.6
	Does not apply
	1 %
	5 %
	4%
	-1


2013 – 21 skipped question

Question 23 : Treating you with care and concern
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	23.1
	Very Good
	80 %
	79 %
	85%
	+6

	23.2
	Good
	17 %
	18 %
	14%
	-4

	23.3
	Fair
	1 %
	3 %
	1%
	-2

	23.4
	Poor
	1 %
	0 %
	0%
	~

	23.5
	Very Poor
	0 %
	0 %
	0%
	~

	23.6
	Does not apply
	1 %
	0 %
	1%
	+1


2013 – 14 skipped question

Question 24 : Did you have confidence and trust in the GP you saw or spoke to?

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	24.1
	Yes, definitely
	87 %
	87 %
	91%
	+4

	24.2
	Yes, to some extent
	12 %
	13 %
	9%
	-4

	24.3
	No, not at all
	1 %
	1 %
	0%
	-1

	24.4
	Don’t know / can’t say 
	0 %
	0 %
	1%
	+1


2013 – 15 skipped question
Questions 25 – 30 : How good was the last nurse you saw at each 



      of the following?

Question 25 : Giving you enough time

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	25.1
	Very Good
	82 %
	83 %
	77%
	-6

	25.2
	Good
	15 %
	15 %
	18%
	+3

	25.3
	Fair
	1 %
	2 %
	2%
	~

	25.4
	Poor
	0 %
	0 %
	0%
	~

	25.5
	Very Poor
	0 %
	0 %
	1%
	+1

	25.6
	Does not apply
	2 %
	0 %
	2%
	+2


2013 – 35 skipped question

Question 26 : Listening to you

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	26.1
	Very Good
	79 %
	79 %
	74%
	-5

	26.2
	Good
	18 %
	17 %
	21%
	+4

	26.3
	Fair
	1 %
	3 %
	2%
	-1

	26.4
	Poor
	0 %
	0 %
	0%
	~

	26.5
	Very Poor
	0 %
	0 %
	1%
	+1

	26.6
	Does not apply
	2 %
	1 %
	3%
	+2


2013 – 35 skipped question

Question 27 : Explaining tests and treatments

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	27.1
	Very Good
	76 %
	71 %
	70%
	-1

	27.2
	Good
	18 %
	20 %
	20%
	~

	27.3
	Fair
	3 %
	5 %
	3%
	-2

	27.4
	Poor
	0 %
	0 %
	0%
	~

	27.5
	Very Poor
	0 %
	0 %
	1%
	+1

	27.6
	Does not apply
	3 %
	5 %
	7%
	+2


2013 – 43 skipped question

Question 28 : Involving you in decisions about your care 

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	28.1
	Very Good
	69 %
	64 %
	65%
	+1

	28.2
	Good
	20 %
	21 %
	19%
	-2

	28.3
	Fair
	2 %
	5 %
	2%
	-3

	28.4
	Poor
	0 %
	0 %
	0%
	~

	28.5
	Very Poor
	0 %
	0 %
	1%
	+1

	28.6
	Does not apply
	9 %
	10 %
	14%
	+4


2013 – 37 skipped question

Question 29 : Treating you with care and concern
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	29.1
	Very Good
	78 %
	79 %
	76%
	-3

	29.2
	Good
	17 %
	17 %
	20%
	+3

	29.3
	Fair
	2 %
	2 %
	2%
	~

	29.4
	Poor
	0 %
	0 %
	0%
	~

	29.5
	Very Poor
	0 %
	0 %
	1%
	+1

	29.6
	Does not apply
	3 %
	1 %
	2%
	+1


2013 – 38 skipped question

Question 30 : Did you have confidence and trust in the nurse you saw or spoke
                    to?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	30.1
	Yes, definitely
	88 %
	86 %
	88%
	+2

	30.2
	Yes, to some extent
	10 %
	13 %
	10%
	-3

	30.3
	No, not at all
	0 %
	1 %
	0%
	-1

	30.4
	Don’t know / can’t say 
	2 %
	0 %
	2%
	+2


2013 – 36 skipped question



Questions 31 – 35 : About care from your doctors and nurses
Thinking about the care you get from your doctors and nurses overall, how well does the practice help you to:
Question 31 : Understand your health problems?

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	31.1
	Very well
	90 %
	88 %
	90%
	+2

	31.2
	Unsure
	6 %
	9 %
	5%
	-4

	31.3
	Not very well
	1 %
	2 %
	1%
	-1

	31.4
	Does not apply
	3 %
	2 %
	4%
	+2


2013 – 9 skipped question

Question 32 : Cope with your health problems
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	32.1
	Very well
	85 %
	85 %
	86%
	+1

	32.2
	Unsure
	9 %
	10 %
	9%
	-1

	32.3
	Not very well
	1 %
	 2 %
	1%
	-1

	32.4
	Does not apply
	5 %
	 3 %
	5%
	+2


2013 – 13 skipped question

Question 33 : Keep yourself healthy
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	33.1
	Very well
	74 %
	78 %
	75%
	-3

	33.2
	Unsure
	16 %
	15 %
	12%
	-3

	33.3
	Not very well
	3 %
	2 %
	1%
	-1

	33.4
	Does not apply
	7 %
	5 %
	11%
	+6


2013 – 13 skipped question

Question 34 : Overall, how would you describe your experience of your GP surgery?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	34.1
	Excellent
	54 %
	49 %
	57%
	+8

	34.2
	Very Good
	38 %
	38 %
	32%
	-6

	34.3
	Good
	6 %
	9 %
	11%
	+2

	34.4
	Fair
	2 %
	3 %
	1%
	-2

	34.5
	Poor
	0 %
	1 %
	0%
	-1

	34.6
	Very Poor
	0 %
	0 %
	0%
	~


2013 – 11 skipped question

Question 35 : Would you recommend your GP surgery to someone who has just moved to your local area?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	35.1
	Yes, definitely
	87 %
	83 %
	86%
	+3

	35.2
	Yes, probably
	11 %
	 15 %
	14%
	-1

	35.3
	No, probably not
	2 %
	 2 %
	0%
	-2

	35.4
	No, definitely not
	0 %
	 0 %
	0%
	~

	35.5
	Don’t know
	0 %
	 1 %
	1%
	~


2013 – 6 skipped question



Questions 38 – 40 : It would help us to understand your answers if you could tell us a little about yourself
Question 36 : Are you?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	36.1
	Male
	36 %
	38 %
	40%
	+2

	36.2
	Female
	64 %
	62 %
	60%
	-2


2013 –9 skipped question

Question 37 : How old are you?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	37.1
	Under 16
	2 %
	1 %
	1%
	~

	37.2
	16 to 44
	26 %
	22 %
	27%
	+5

	37.3
	45 to 64
	36 %
	31 %
	31%
	~

	37.4
	65 to 74
	21 %
	24 %
	27%
	+3

	37.5
	75 or over
	15 %
	21 %
	14%
	-7


2013 – 7 skipped question

Question 38 : Do you have a long-standing health condition?

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	38.1
	Yes
	57 %
	61 %
	55%
	-6

	38.2
	No
	41 %
	38 %
	39%
	+1

	38.3
	Don’t know / can’t say
	2 %
	 1 %
	4%
	+3


2013 – 11 skipped question

Question 39 : What is your ethnic group?
	
	Responses

	Answers
	2011
	2012
	2013
	Change

	39.1
	White
	96 %
	100 %
	95%
	-5

	39.2
	Black or Black British
	0 %
	0 %
	0%
	~

	39.3
	Asian or Asian British
	2 %
	0 %
	2%
	+2

	39.4
	Mixed
	0 %
	0 %
	1%
	+1

	39.5
	Chinese
	0 %
	0 %
	1%
	+1

	39.6
	Other ethnic group
	2 %
	0 %
	1%
	+1


2013 – 7 skipped question

Question 40 : Which of the following best describes you?

	
	Responses

	Answers
	2011
	2012
	2013
	Change

	40.1
	Employed (full or part-time, including self-employment)
	44 %
	40 %
	49%
	+9

	40.2
	Unemployed / looking for work
	3 %
	2 %
	2%
	~

	40.3
	At school or in full time education
	3 %
	3 %
	1%
	-2

	40.4
	Unable to work due to long-term sickness
	4 %
	4 %
	2%
	-2

	40.5
	Looking after your home / family
	9 %
	8 %
	7%
	-1

	40.6
	Retired from paid work
	35 % 
	41 % 
	38%
	-3

	40.7
	Other
	2 %
	4 %
	1%
	-3


2013 – 7 skipped question
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Appendix 1 

Respondent’s Comments

QUESTION 41-45   Additional Questions requested by the Patients’ Group
To help the practice with communication of certain services, please answer the questions below which are in addition to the questions set by the University of Cambridge / University of Manchester.
Bottisham Medical Practice

Tunbridge Lane

Bottisham

Cambridge

CB25 9DU

www.bottishammedicalpractice.nhs.uk
Tel: 01223 810030

Question 41 : Are you aware the surgery has a Patients’ Group (PG)?

	
	Responses

	Answers
	2012
	2013

	41.1
	Yes
	139
	180

	41.2
	No
	46
	44


4 skipped question

Question 42 : Are you aware of the PPG Activities?

         (NB Patients could answer as many options as were relevant)
	
	Responses

	Answers
	2013

	42.1
	Walking Group
	108

	42.2
	Articles in the village magazines
	108

	42.3
	Noticeboard in the surgery waiting room
	121

	42.4
	Assistance at the Flu Clinics
	58

	42.5
	Doctors’ talks at the PG AGM
	52

	


73 skipped question

Question 43 : If the patient group organised occasional talks for the patients, would you attend?
	
	Responses

	Answers
	2013

	43.1
	Yes
	63

	43.2
	No
	156


9 skipped question

If you answered YES, please suggest some topics which would interest:

36 suggestions

	          TOPIC SUGGESTIONS

	1
	How to avoid diabetes in old age

	2
	Thyroid - Skin = Dementia

	3
	How to look after a post 6 month stroke male

	4
	Patients failing to attend appointments.

	5
	Annual Reviews

	6
	History (local)

	7
	Mental Health

	8
	CQC

	9
	Running, Swimming

	10
	Food Intolerance

	11
	Out of hours care

	12
	What to eat if you are diabetic.  Keeping Fit

	13
	Anything about health

	14
	Total care, Joining up Social Services and other groups to move towards holistic care

	15
	How to look after yourself better

	16
	Yoga
Spiritual Healing

	17
	Mental Health
Children's Asperges etc.

	18
	Exercising for stronger muscles

	19
	Golf

	20
	Mental Health
Diabetes
Children's Eating Issues (Age 5!)

	21
	Allergy Management

	22
	General Health - Child Health

	23
	How to exercise muscles in old age

	24
	Dealing with old age

	25
	Cholesterol maintenance, back pain management, diabetes dietary advice

	26
	Suggestions on keeping fit with a medical condition

	27
	Depends on subject

	28
	What to expect in old age

	29
	Child and Baby Health

	30
	Walking group

	31
	Adolescent Mental Health

	32
	Running of surgery - The building more houses in Bell Road!!!!

	33
	General - Well being, diet etc

	34
	Diabetic Exercise and health eating

	35
	Anything child related

	36
	Alcohol - how to control intake!


Question 44 : What additional services, advice and/or support would you like the surgery to provide to help you with your healthcare needs?
188 skipped question
37 suggestions
	          ADDITIONAL SERVICE/ADVICE/SUPPORT SUGGESTIONS

	1
	Chiropody, visual & hearing visits of routine nature (Emphasis on elderly)

	2
	Care of the elderly

	3
	Flu Clinic for people that don't automatically qualify for it.

	4
	Podiatry

	5
	Funding for slimming world

	6
	Weekend service/out of hours service for emergencies

	7
	Health Checks

	8
	INR to be tested at surgery

	9
	Longer hours to ease pressure on appointment availability

	10
	Period Check-up-medical. I very rarely have to visit doctors

	11
	On line access to medical history and appointment booking

	12
	Dietary Clinic

	13
	More Mental Health support

	14
	Out of hours care

	15
	About Right

	16
	Hearing Tests, Ultrasound Scans

	17
	I think my surgery does more than enough

	18
	Excellent as it is

	19
	Weekend/Evening appointments

	20
	Nutrition Groups

	21
	More Physio

	22
	home visits

	23
	Chiropody

	24
	Easier access to physiotherapy without going through some outside agency

	25
	Physio?

	26
	More available appointments.  Fed up of having to come back a week later. Easier phone calls to GP

	27
	Online system for urgent appointments

	28
	Mental health issues - tinnitus issues

	29
	More time when seeing a doctor

	30
	More info on menopause how to manage symptoms

	31
	An Emergency Saturday morning clinic - this would stop A&E visits

	32
	At the moment it is excellent

	33
	General counselling - not necessarily bereavement, maybe someone to talk to.

	34
	Standard one to one counsellor ( Talking Therapy other than CBT)

	35
	Fitness session e.g. weekly

	36
	A "Community navigator" to signpost patients to non-medical care to help them cope with their condition(s)

	37
	It appears that the doctors keeping appointments, is or has been an issue.  Doctors appointments made preciously by the receptionist for lunchtimes, should seriously be reconsidered if this is still an issue. i.e if lunchtime appointments are really viable. The practice appeared deserted at lunchtime with staff leaving between 12.20pm to 1.35pm.  In addition, receptionists should not be undertaking 45-minute continuous telephone conversations at lunchtimes.  The, patients left on their own in an empty reception could inquire, after 30 minutes or more has past their appointment time why they had not seen the doctor.  In these circumstances if a patient has to leave for another appointment elsewhere then telephones the practice within half an hour to apologise and explain for leaving without seeing the doctor as reception was busy, they should not be dealt with in a terse, dismissive, manor.  I trust that this feedback will be useful.  (May17th lunchtime appointment at 12.50pm. Unfortunately, I had to leave at 1.35pm after trying to attract the receptionist’s attention.


Question 45 : Would you attend an occasional informal support group run by the Patients’ Group?
	
	Responses

	Answers
	2013

	45.1
	Yes
	42

	45.2
	No
	179


7 skipped question
19 suggestions

If you answered ‘YES’ what would you like it to focus on?
	          PATIENTS’ GROUP FOCUS SUGGESTIONS

	1
	Rheumatoid arthritis & Osteo

	2
	Access for patients

	3
	Holistic Care.- How PG cant promote joined up services for old people or people with special needs

	4
	Would find it difficult due to working odd hours

	5
	Health Issues for middle age

	6
	Answered Possibly to above question

	7
	Depression

	8
	keeping fit for the elderly

	9
	probably - dealing with old age

	10
	Healthy lifestyle/eating etc

	11
	Diabetes and/or CHD

	12
	Getting through on phone, waiting times, waiting room, transport for non - drivers

	13
	Health for the elderly

	14
	Lymphoma

	15
	Keeping well in old age

	16
	Depression/loneliness

	17
	Fitness and Health

	18
	Child related

	19
	Problems making appointments
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Respondent’s Comments

Question 46 : Final Comments
Finally, please add any other comments you would like to make about your GP Practice, give as much information as you can to assist us in drawing up our action plan for improving services.
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Tunbridge Lane

Bottisham

Cambridge

CB25 9DU
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Tel: 01223 810030

Question 46 :Final Comments

46.1
In 2013 77 respondents out of 228 respondents provided additional comment(s). 

47.2
These comments have been grouped under four broad headings: 

Compliments, Suggestions, Complaints and General.
	
	Responses

	Comments
	2012         68 respondents
	2013        77 respondents

	Compliments
	33
	44

	Suggestions
	5
	16

	Complaints
	7
	9

	General
	23
	8

	Total =
	68
	77


	Comments :  Compliments

	1
	Service provided by Dr Higham was excellent
Generally excellent practice

	2
	Lucky to have such a wonderful surgery

	3
	Overall a well-run Practice

	4
	On the whole, v good but have had some problems with access to doctors in the past. This was 3 years plus ago, so probably not relevant anymore.

	5
	No complaints whatsoever

	6
	In general I'm very pleased with this GP service but (fortunately) I've not had to use it in emergency situations or out of hours so am unable to comment on these areas of service.

	7
	I do not think anything needs to be improved. Although I do not use the surgery frequently, I have generally been more than happy with the treatment received.

	8
	This is the best medical practice I know of - by far. Have noticed many improvements over the last 13 years - keep up the excellent work.

	9
	All Good!

	10
	Can’t attend meetings or groups due to disability and illness. This practice is exceptionally excellent. I need a lot of care and I get it all here with kindness and courtesy.

	11
	It is a very good practice with friendly helpful staff but extended hours would be helpful and out of hours locally would be good

	12
	I feel we are SO lucky to have such an excellent health practice at Bottisham

	13
	It’s not stuffy.  It's warm and nice atmosphere. Receptionists nice and helpful

	14
	I don't think there is any more improvements needed

	15
	No complaints good well run practice

	16
	I am well satisfied

	17
	Keep the surgery a friendly place to visit, Dispensary very good.

	18
	All very Good


	Comments :  Compliments

	19
	You are getting it right for my family - keep it up the excellent, hard work you all do - we know we are lucky to have you!

	20
	I am extremely satisfied with the treatment I have received from this Medical Practice.

	21
	Overall very satisfied with the service provided. There is a difference between efficiency time keeping and the provision of an empathetic - a difficult balance - well handled in this practice

	22
	A very good friendly service, always been able to book an appointment at a convenient time for me

	23
	Best receptionists I have come across anywhere.

	24
	This surgery is excellent and it would be hard pressed to improve

	25
	Recently moved to Bottisham (Nov 13) Our family has required care on a number of occasions and we are very happy with the care we have received to date

	26
	Myself and my family have always been very satisfied with the service we receive. I cannot think of any specific improvements that should be appropriate to us.

	27
	It's hard to be critical! Seeing a doctor is not normally a problem but seeing THE Dr of choice can take some time. Presumably the most sought after Dr's have a "Waiting List"

	28
	All very good

	29
	An excellent practice with outstanding staff. Always willing to listen and if worried about a partner helpful and inclusive. Grateful to be near such an excellent practice. The criticisms are minute compared to all the huge strengths.

	30
	All just fine!

	31
	An excellent practice where I have confidence in all staff.   Thank you for your caring service

	32
	I am very appreciative that we have a dispensary attached to the surgery.

	33
	Excellent all round - a pleasant place to visit. It’s so nice to be treated like a sensible and intelligent human being who understands their ailments, rather than just another tiresome elderly person!

	34
	The service we receive is excellent. The professionalism and care given by staff is wonderful. The phone system can be frustrating in the morning trying to get through! However once through, Staff always try to be as accommodating as possible. Thank You

	35
	Find this GP surgery the best

	36
	I have had very positive experiences here, both as a patient and as a mother of two children. Cannot praise the practice enough

	37
	The practice provides exceptional medical care within the constraints of funding and NHS reforms - Grateful thanks!

	38
	Excellent

	39
	Thank you for everything - we are very lucky to have the surgery.

Excellent GP Surgery - Lived here for 9 years and always been good especially with my young children

Not qualified to comment, but we are very happy indeed with all aspects in connection with advice and treatment received.

	40
	This is the best GP practice I have been to the doctors are very helpful indeed.  It is top-notch.

	41
	Not much to add except that I feel very lucky to have very good doctors at my surgery.

I found it difficult to answer, as I rarely need to attend the GP practice thankfully.

	42
	Excellent surgery!

	43
	We have been under this practice for many years. I have found all the staff including the dispensary, to be very helpful, it seems a good blend of efficiency, empathy & professionalism.

	44
	I have never met a GP at this practice who was unfriendly/unwelcoming.  This is very important for someone like me who does not like visiting a doctor and feels very uncomfortable discussing my body.  My children also feel very at ease.  Thank you


	Comments :  Suggestions

	1
	I think what would help the practice is if patients fail to attend an appointment a small minimal charge should be put into place the same as a dental practice which may make patients think!

	2
	Automatic doors - hard to get through with buggy

	3
	Could the reception area be re-organised so that the receptionist and patient cannot be heard from most places in reception area - even standing well back from reception desk they can be clearly heard what they are saying through no fault of their own.

	4
	I have retired recently so am flexible in availability for appointments. It could be helpful to have a late night surgery or Saturday a.m for people working full time. I do consider though that we are very lucky having such a good GP surgery.

	5
	Possible liaising with community nurses regarding them doing blood drawing etc if visiting patient rather than having to make separate appointments to attend GP surgery for them.

	6
	24/7 local access to a GP rather than going to Cambridge/Newmarket in case of urgent 'out of hours' need to see a doctor.

	7
	I would be very helpful to be able to book appointments up to 6 weeks ahead

	8
	Make more appointments available for those of us that work i.e. after 5.30

	9
	It would be useful to be able to book appointments 4 weeks ahead, when Doctor says - "see me in 4 weeks time".

	10
	I think people who work full time, the evening appointments should be kept for them.

	11
	I would like to be able to get an appointment within 4 days

	12
	Ensure appointments can be made at time of seeing doctor to book future appointment e.g. 4 weeks in advance.

	13
	Please publish survey results in Village magazines as well as Web site for those that don't use a computer

	14
	Staff need more awareness of deaf people as staff talk too quiet!

	15
	I know this may be difficult but it would be appreciated to have a Saturday morning emergency service

	16
	Would be more interested in the patients group if I lived in the village!


	Comments :  Complaints

	1
	Booking for an early appointment is not entertained probably due to work loads. You have to call 8:30 in the morning or 1pm to book for the day and with my experience, I wasn't able to book an early appointment. Meaning booking now for a later date.

	2
	Only criticism is that there doesn't appear to be a telephone queuing system at my surgery-it is just a case of phoning through again and again until you get through-otherwise you just get the engaged dial tone. I'd rather be put into a queuing saying I'm 5 the person in the queuing estimated waiting time 10 mins

	3
	When you do get to talk with the receptionist I don't like this "Ring at 8.30 in the morning to see if there is an appointment available".

	4
	I would prefer the receptionist not to ask me for a brief description of what is wrong with me when I phone for an appointment. I find this uncomfortable

	5
	The booking system is poor meaning that it is not possible to book an appointment 5 days ahead - only at 8.30 that morning. The doctors are each only available for parts of the week.

	6
	Receptionists can sometimes appear brusque and not very welcoming

	7
	The surgery is never running on time. I always have to wait at least 30-40mins before being called in to see GP

	8
	It is difficult to get an appointment in advance when the diary advance bookings is only for a couple of weeks - if the Dr tells you to come back in 4 weeks you cannot make an appointment - then when you try them they are fully booked.

	9
	Dispensary staff being more aware of people waiting at the hatch.  I know they are busy but I have had to wait up to 10 minutes before they were aware I was there.  This is usually outside surgery hours.


	Comments :  General

	1
	My experiences have on the whole been excellent, however on Xmas Eve I had a blood test in the morning but it was not sent into the lab in time for testing. I recognise that the Xmas period is unusual but think I should have been warned this might happen when I booked the appointment. Due to my condition my blood needs to be tested on a specific day each month. This means that my record is now incomplete.

	2
	An excellent practice only gripe is extended time (usually 7-14 days) to see a specific Doctor

	3
	When Dr Elliot was here we felt there was a children's specialist here. It is not clear whether anyone else has taken on this specialist expertise.                                                         

	4
	If the receptionists could consider a situation or condition little more strongly before denying an appointment on the day in question, especially in case of a long standing health condition.

	5
	The practice brilliant except waiting times at the surgery which I'm sure can’t be helped

	6
	Phoning at 8.30 to get same day appointments often not available

	7
	I have found that the surgery provides excellent service when I have attended after making an appointment, but I have experienced difficulty in making appointments, as I cannot always phone at 8.30am and have difficulty getting through later.

	8
	The main issue that affects working people is getting appointments in a timely manner and at times of the day that fit in with office hours and or travel arrangements.  Not everyone works close to where they live, so getting an early or late appointment can be the only way to attend a doctor’s appointment.  Equally the walking group, talks etc all tend to be during the day when only stay at home or retired people can attend.  In today’s world of work that isn’t really a broad enough approach.  Lots of the GP’s only work certain days or hours, which means if you want to see a particular doctor you are further limited in your choice of appointment times.  We all need to have a life outside work, GPs too, but the balance is not in patients’ favour at the moment.  My experience of the out of hours arrangements was, frankly, terrible, so I would have much greater faith if I could see or speak to a GP from my own practice in these circumstances.  I find the surgery staff very good and helpful, from the reception, to pharmacy, nurses and GPs.


