THE COTTAGE SURGERY PATIENT SURVEY 2013 

Key Results 
All results are shown in percentages.
COMMENT

Although the number of questionnaires answered is rather small, too small to be a totally reliable indication of opinions, there are some interesting indications.  As last year the over-all view is one of satisfaction and approval of what the practice offers.   
A. Contact with the Surgery
Q1.
Which way do you prefer to use to book at present/ would like to use to book an appointment at the Surgery? 
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Q2.
Would you accept email contact from the surgery for routine matters, e.g. for a review, to book a flu injection?
	Yes
	82%

	No
	16%

	Don’t know
	


Q3.

In the past 6 months how easy have you found the following? 
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B. Seeing a Doctor/Nurse/Health Care Assistant 
Q4.
Is there a particular Doctor you prefer to see at The Cottage Surgery for a non-urgent appointment?

	Yes
	59%

	No
	39%

	Don’t know
	2%


Q5.
If your preferred doctor is away, would you still see the doctor who is available or wait until your preferred doctor was available?
	
	For routine appointments
	For urgent matters

	Doctor who was available
	69%
	78%

	Wait for preferred doctor
	31%
	7%


Q6.
In the last year, how often were you able to see the Doctor you prefer?

	Always or most of the time
	43%

	A lot of the time
	19%

	Some of the time
	11%

	Never or almost never
	0

	Do not have a preferred doctor
	19%

	Have not wished to see a doctor in the last year
	6%


Q7.
Think about the last time you tried to see a Doctor, excluding weekends and bank holidays, were you able to see a Doctor on the day of your choice?
	Yes
	89%

	No
	0

	Can’t remember
	4%

	Haven’t tried
	4%


Q8.
If you could not be seen on the day of your choice, what was the reason?  
	No appointments
	2%

	Times offered didn’t suit
	9%

	Appointment was with a Doctor who I didn’t want to see
	2%

	Not applicable
	70%


Q9.
How easy is it for you to get an appointment with a Practice Nurse or Health Care Assistant at the surgery?
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Q10.  
Did you know that you can book for days ahead? 

	Yes
	63%
	
	No
	31%


Q11.
How satisfied are you with the opening hours at the surgery?
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C. Visiting the surgery
Q12.
When you last visited the surgery for an appointment, how did you get to the surgery?  
	Drove myself
	78%

	Got a lift with someone else
	6%

	Walked
	22%

	Cycled
	0

	Used public transport
	0

	Can’t remember 
	0


Q13.
Overall, how clean is the GP surgery? 
Please give any comments in the box on the next page.
	Very clean
	72%

	Fairly clean
	26%

	Not very clean
	0

	Not at all clean
	2%

	Don’t know
	0


If you have any comments on the cleanliness of the surgery please give them here:
	· Sofas in waiting area appear soiled

· Toilet does not have soap

· Standards of cleanliness are as good as they can be

· Surgery is always very clean and cheerful

· Dusting needs doing, entrance not very good and reception floor not up to standard

· Probably cleaner than it looks - skirting boards look dirty but probably just worn

· Very clean and tidy

· Good

· Very clean

· It always smells clean and fresh


Q14.
How long after arriving for your appointment do you normally wait to be seen? 
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Q15.
 While waiting did you read any of the following?
	
	Yes

	Magazines
	59%

	Children’s books
	9%

	Heath information notices
	35%

	Heath information leaflets
	31%

	Information from the Patient Reference Group
	13%

	Own reading material
	20%

	None
	


D. Your Experience at the Surgery
Q16.
Do you usually have confidence and trust in the Doctor that you see at the surgery?
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Q17.
Please could you rate your overall experience with Doctors at the surgery?
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Q18.
Please could you rate your overall experience with Practice Nurses/Health Care Assistant at the surgery?
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E. Prescriptions    
Q20.
How did you request your last repeat prescription?
	Took repeat prescription form into local chemist
	8

	Took repeat prescription form into surgery
	4

	Telephoned surgery to request repeat prescription
	43

	Used local chemist’s repeat prescription service
	16

	Used the ordering facility on The Cottage Surgery website
	0

	Other 

Did not know there was an online facility.
	


F. Your Overall Satisfaction

Q21. 
In general, how satisfied are you with the care you get at The Cottage Surgery?  
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Q22. 
Would you recommend the Surgery to someone who has just moved to your local area?  
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Q23.
Are there any issues about the surgery, good or bad, that have not been covered in this questionnaire?  Do you want to expand on any of your answers, if so, please explain below?
	Surgery should be open into evenings and/or at weekends 

	Couple of time seen midwife, waiting at least 20 minutes and felt rushed when went in 

	Negative experience of blood tests - 9 attempts before successful attempt

	One wrong diagnosis by junior doctor.  Hospital appointment on same day confirmed it was wrong.

	Tracey and Sharon are excellent receptionists

	Sometimes when I ring to make appointment I'm kept waiting a long time on hold, whilst people are being dealt with in the surgery.

	Very difficult to get District Nurse to come out.

	Dr Clay preferred doctor

	receptionist very pleasant and welcoming

	The system really works well, access to doctor could not be better or more efficient.  A model for other surgeries to follow.  Excellent 

	When you ring in, it’s your phone bill - could the receptionist not deal with you rather than asking you to hold cos or at least give you time to say no.

	Driveway access is poor in bad weather.  Not enough parking available.

	Q17 - this depends on which doctor is on duty

	Having moved to the area in Dec 2012.  I have found the surgery one of the best run practices I have ever experienced, and have experienced many in previous years.

	The reception staff are always very polite and professional.  Have mainly seen Dr Clay and he had always been excellent and have always been treated excellently.

	I would like to consult doctor/nurse by email.

	I feel the surgery has expanded by patient numbers over the years and more often than not see the doctor on duty rather than Dr clay.  The practice I find is very busy but very helpful.

	Had to wait 30 mins for an injection

	I know several old people who found it almost impossible to get anyone from the surgery to come out to see them even though they were very poorly.  If not fit to drive or walk to the surgery they have been advised to come by taxi, even if they only lived two streets away.


G. Some questions about you
The following questions will help us to see how experiences vary between different groups of the population.  We will keep your answers completely confidential.
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POSSIBLE ACTIONS:

· There are a number of areas where publicity is needed.  I suggest that a 3 or 4 monthly newsletter should be published.

· The entrance/waiting area should be tidied up to improve the image of the surgery.

· The Patients Committee information should be put into an inviting binder to be housed on the magazine racks.  
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