
Willesborough Health Centre 
Patient Participation Report 2013/14 
 
About Willesborough Health Centre PPG 
The membership of the PPG defined by those who attend meetings fluctuates, 
although the Practice considers all patients to be members by virtue of the 
various ways in which patients can provide us with feedback and complete an 
online questionnaire throughout the year. We publicise the existence of the forum 
and the dates of meetings on our website, occasionally on our welcome message 
on the telephone system and within the waiting room, including our patient 
information display screen. 
Willesborough Health Centre has held patient forum meetings since 2007 and 
has always been keen for those who attend to set the agenda. While we seek to 
pass on information about services within the Practice and the wider locality we 
are largely lead by the issues which patients wish to discuss. One feature of this 
is that patients may attend a meeting to raise a particular point or concern but 
then not attend subsequent meetings. We would like to retain more of a ‘core’ 
membership of the group and some members have engaged in promotional 
activities for the group such as discussing the forum with patients attending our 
flu clinics in the autumn. We have also varied the timing of our Forum meetings 
including starts at 6.30pm and during our regular opening hours at 11.00. 
In addition to attendance at the forum, options for patients to express their views 
are publicised frequently and these include; 
 
info@willesboroughhealthcentre.co.uk 
Online patient questionnaire available year-round on 
www.willesboroughhealthcentre.co.uk 
Suggestion box in reception 
Asking to speak to the Manager at reception 
 
 
Agreeing the areas of priority for the 2013/14 survey 
 
The context for GP Practices 
The 12 months commencing April 2013 were the first full year under the new 
organisational structure for NHS Primary Care introduced by the current 
government. This saw the dissolution of the Primary Care Trusts and the creation 
of a new system within which locally formed CCGs (commissioning groups) were 
set up to manage a large proportion of the local healthcare budget while the 
performance monitoring of GP Practices was devolved to regional Area Teams of 
NHS England and wider public health responsibilities and initiatives assigned to 
regional Public Health Authorities under the aegis County Councils. This has 
created a significant amount of upheaval for GP Practices as conversely, the 
lines of accountability, review and income have been made more complex as a 
result of a strategy which has the stated priority of making the commissioning of 



patient services more streamlined with greater input from those working in 
Primary Care – principally GPs. In addition Practices have also had an eye on 
continuing negotiations concerning changes to the core contract for GP Services 
from 2014/15 a key theme of which be seen as a response to increasing patient 
demand and expectations by expanding access to Primary Care. Access has 
become perhaps the dominant issue nationally when considering the 
performance of GP Practices. While various surveys – including those referred to 
later in this report, provide a mixed picture of public perception of GP access (in 
contrast to some of the persistently negative media headlines) it is clear that 
there is a major national drive towards diversifying opening times both to improve 
access to Primary Care and as a means of relieving the pressure on A&E 
departments.  
 
What does this mean for Willesborough Health Centre? 
Access, be that seeing a preferred GP, any GP,  initial contact by phone or 
simply the hours during which our doors are open have always featured strongly 
in discussion at patient forum meetings, in patient responses to surveys we have 
carried out in the last few years and among staff working at the Practice. We 
have introduced various changes to our appointment system in the last two years 
to provide more flexible and responsive access to GPs and the surveys carried 
out among our patients during 2013/14 were to an extent designed to gather 
feedback on the specific changes we had introduced, in particular a same day 
telephone triage system for urgent care which commenced in August 2013. 
 
While we have a focus on patients’ ongoing experience of accessing our 
services, we are mindful of the impact on wider public debate (particularly where 
it is influenced by media coverage) of the apparent need to make broader, 
strategic changes to the model for providing Primary Care. This is précised by 
the general perception that there is insufficient capacity in Primary Care to meet 
demand and that Practices need to be aligned more closely to the lifestyles, 
commitments and needs of their patients by opening at more flexible (by 
implication, longer) hours. 
 
The figures below from the national GP Survey carried out between March and 
November 2013 bear out certain issues to which the Practice has started to 
respond but which it will need to consider further. 
 
Over half of patients contacting us each day require same day GP access and 
nearly 75% require access within a few days. 
 
Figures for Willesborough Health Centre 
Q11. When did you want to see or speak to them? 
Base: All 

  % N 
On the same day 52 103 
On the next working day 7 13 
A few days later 21 42 



A week or more later 7 14 
I didn't have a specific day in mind 9 19 
Can't remember * * 
Total   197 

 
 
 
Q14. How long until actually saw or spoke to GP / nurse 
Base: All who were able to get an appointment 

  % N 
On the same day 35 55 
On the next working day * * 
A few days later 31 49 
A week or more later 25 39 
Can't remember * * 
Total   157 

 
Source – IPSOS/MORI national surveys Mar – Nov 2013 
 
 
In addition to access to GPs, the following topics have been debated at PPG 
forums and featured in the various sources of patient feedback referred to earlier; 
 
- opening hours and  telephone access  
- condition and facilities available in the waiting room,  
- prescription processes and timescales,  
- information on other services available to patients including support groups for 
those with particular conditions and needs and support for registered carers 
 
These points also arose also from reviewing the actions agreed in the 2012/13 
action plan and discussing the changes made as a result. 
 
From discussion within the forum itself there has also been a particular desire to 
understand how the Practice can better provide information on support groups for 
patients suffering from long-term conditions. This has also lead to discussion 
about the role of the CCG (in particular the CCG PPG) in helping to identify and 
communicate information but also a focus on what the Practice itself can do to 
help. 
 
The other issues that attendees of the PPG and other patients have raised for 
debate or sought improvement mainly revolve around issues covered in the 
previous surveys and therefore they were included again.  
 
Finally, regarding access our current opening hours should be noted as 
follows: 
Monday to Friday 0800 – 1830 – phone lines available.  
Doors open 0830 to 1830. Reception is staffed throughout this time. 



Our extended hours pre-bookable appointments with GPs are available on 
Mondays 1830 – 1940 and Wednesdays 1830 - 1920 
 
Patients can contact the Practice via our main switchboard on 01233 
621626 which presents patients with options to select appointment 
booking, results requests. A separate option is available for non-patients. 
Each of these telephone functions are staffed by separate members of our 
reception team. 
Appointments can be booked by phone, in person at the desk or online via 
the Willesborough Health Centre section on www.myvisiononline.co.uk. 
Patients wishing to use this service need to request login details from the 
Practice. 
 
 
Process for collecting feedback 
As in previous years the Practice adopted several channels for patients to 
provide feedback; 
 
GPAQ – the Practice continues to use the GPAQ questionnaire to monitor key 
performance areas. As several of these correspond to issues outlined above we 
incorporate the feedback we receive from GPAQ into our patient participation 
analysis. The GPAQ questionnaire is handed out to patients seeing our clinicians 
over a two month period in early autumn. 
 
Own in-house questionnaire – in addition to the GPAQ questions we devised our 
own supplementary questionnaire that focussed on some specific points raised 
by patients and which were necessary in order to gauge reaction to changes 
agreed in the 2012/13 action plan. The in-house questionnaire was handed to 
patients attending the Practice alongside the GPAQ questionnaire. 
Unlike existing national surveys we also gave patients the opportunity to express 
any other views or ideas on this form and over 40 additional comments were 
received.forest90 
 
 
A combined version of the above has been available to complete online since 
August 2013 with results arriving via info@willesboroughhealthcentre.co.uk 
 
IPSOS/MORI (data March to November 2013) – key areas of Practice 
performance are also covered by the national survey included responses from 
over 200 of our patients. Although not organised by the Practice we also feel that 
the response to this survey warrants consideration and comparison against our 
own surveys to see whether it confirms or contradicts any particular theme. 
 
 
Other than publicising the forum meetings themselves, patients are invited to 
provide feedback at any time online or via the suggestion box in reception. 



Agreeing an action plan 
 
The action plan was discussed at our Patient Participation Forum on 19 March 
2014. Agreement was reached on the various areas and actions described 
below. 
 
Area of services     Queries/concerns      Practice action 
Access; 
Telephones, online 
booking, Urgent 
care, results. 

Phone response 
not always quick 
enough. 
Online booking 
system sometimes 
not working 
Results service 
only available 
0900-1200 
Urgent care/same 
day system 
confusing or waiting 
too long for patient 
to be called back 
(triaged)  
Opening times – 
not convenient for 
some who work 
during the day, over 
50% of 
respondents to the 
Practice 
questionnaires 
would like to see 
weekend opening 
 

Telephones 
Questionnaires show some 
improvement in telephone response 
and the Practice has reconfigured 
and bolstered the staff available to 
answer calls at busy times and in 
response to changes to the 
appointment system (see below). 
Average queue times on the phone 
system are monitored and are 
usually between 90 and 150 
seconds. Some patients do wait 
longer than this. Call volumes can 
be in excess of 100 per hour on the 
appointment line during the first 
two-three hours of the day. 
Online booking 
System has had various failings due 
to software problems. Occurrence 
of the Vision online website being 
down have reduced in the last 12 
months following upgrades to our 
clinical system and improvements 
made at a national level by the 
supplier – INPS. More functionality 
is shortly to be added to online 
accounts, including access to 
prescription ordering and in the next 
18-24 months access to patient 
records. 
Results 
Service is offered during a set time 
each day due to the way in which 
results come into the Practice from 
the lab and the way the GPs have 
to schedule their review of these 
into their working day. Whether 
0900-1200 is the best three hours 
of the day is something we will 



review. Patients are reminded that 
our protocol is always to contact the 
patient if the GP requires any action 
to be carried out following their 
review of a result 
Urgent Care 
During 2013/14 the Practice has 
made a number of major changes 
to the appointment system 
concerning urgent/same day care. 
We have introduced a triage/call 
back system but also spread the 
demand for same day appointments 
more evenly across all GPs working 
on each day. We have found that 
relying on telephone triage for all 
same day appointments was not 
efficient due to the volume of 
requests being received, therefore 
since February we have offered 
patients a choice of telephone 
consultation of single problem only 
face to face consultation at the 
Practice. A number of patients have 
responded well to the idea of 
telephone consultations to deal with 
certain problems such as 
medication issues but we have now 
structured the urgent care provision 
to provide patients with a choice. 
Since January we have also been 
providing a Minor Injury Service 
under the terms of the local 
enhanced service. This provides 
urgent care to patients with non-life 
threatening injuries as an 
alternative to attending A&E. 
Opening times 
Changes to GP Practice opening 
times are muted for the 2014/15 
GMS contract. We await details but 
the Practice will engage fully with 
any proposals which may involve 
working with other Practices in our 
locality (via the CCG) to provide a 
pool of GP access across different 



Practices outside existing hours. 
Currently it is understood that either 
some weekend opening or longer 
hours  Mon-Fri  (0800 to 2000) will 
be required if not by each Practice 
then under co-operative 
arrangements between Practice.  
We will keep patients informed via 
our website and in-Practice 
information points. 
 
From 2012/13 report: 
Changes made to Wednesday pm 
appointments, now part of urgent 
care provision 
Changes made to urgent care 
provision communicated to patients 
6 weeks ahead of change on 
prescription slips, phone message 
and information in waiting room 
Triage system reviewed and further 
changes implemented. 
 
 

Length of 
consultations and 
waiting times 

Some patients feel 
consultations not 
long enough to deal 
with their problems. 
Sometimes waiting 
too long to be seen 
after their 
appointment time 
 
 

Length of consultations 
National contract requirements are 
for routine appointments to be 10 
minutes in duration. Patients can 
request double appointments but 
these need to be agreed by the GP 
first. Patients with certain conditions 
will be invited for 20 minute 
appointments for annual reviews. 
We will undertake to include in our 
literature and website that patients 
can discuss with the doctor at their 
next appointment whether they can 
book a double appointment next 
time. Urgent/same day 
appointments need to be restricted 
to urgent presenting problems in 
order to deal with demand. Again, 
minimum consultation times are 
required and form part of the 
Quality Outcomes Framework 
(QOF) which is an important part of 



Practice income. The evidence of 
the surveys shows that the vast 
majority of patients are satisfied 
with the conduct of GP 
consultations. 
Waiting times 
It is impossible to guarantee an 
appointment time will be kept, 
particularly with all GPs involved in 
urgent care each day. However we 
acknowledge that more could be 
done to keep patients informed 
whether a particular GP is running 
late. Out self-check-in screen can 
be used for this purpose or a simple 
small whiteboard at the reception 
desk that can be updated during the 
day by the receptionist 
 

Information for 
patients/Support 
groups 

Patients are 
requesting better 
information on 
support groups to 
help those with 
long-term 
conditions and/or 
their carers. 
Several groups e.g. 
for chronic pain 
management exist 
but some feel they 
are not promoted 
widely enough, rely 
on word of mouth 
and that the 
Practice should do 
more to help. 

The Practice undertook to make 
use of the display screen in 
reception and to create a dedicated 
part of the Practice website where 
literature would be scanned for  all 
patients to see and  print out if they 
wished. Thus far we have 
established some generic content 
but not enough around specific 
groups in our immediate locality. 
The Practice will take up via the 
CCG PPG and ask for a list of 
known support groups to publicise 
within the Practice while continuing 
the build the range of general 
resources available via the website. 
The Practice has offered informal 
support to the North Willesborough 
Community Forum by allowing 
access to our premises as they 
seek to generate sufficient interest 
from local residents to be 
recognised by Ashford Borough 
Council. Although not principally 
concerned with health issues 
engagement with any such local 
forum is important for the Practice 



to play a wider role in the 
community. 
 
 
From 2012/13 report: 
New audio/visual information 
screen regularly updated with 
generic information but increasing 
amount of Practice-specific 
information and presentation on 
services available. 
 
 
 

Waiting room Feedback 
concerned the 
general 
appearance of the 
waiting room, 
seating, information 
and entertainment 
for children 

 
 
The lantern has been repaired and 
a sign at reception is now clearly 
visiting inviting use of the interview 
room for reasons of confidentiality. 
Actions for the coming year are to 
replace low level heating grllls some 
of which are loose. 
We decided some years ago to 
significantly reduce the amount of 
magazines or books on health and 
safety grounds but have increased 
the number of newsletters and 
information leaflets which patients 
are encouraged to take away with 
them rather than leave for other 
patients. 
The Practice also takes the view 
that parents/carers of children 
should come prepared to keep them 
quiet/amused while waiting. Toys 
and other items to keep them 
entertained can cross-contaminate 
and may be disturbing to other 
patients. 
We will also review the seating 
arrangements. Some patients have 
commented that the chairs with 
arms are too low slung and can be 
hard to get out of. We have also 
found the waiting room to be very 



crowded on occasions during the 
morning since we started our 
flexible easy access same day 
appointment system. Our aim here 
is to ensure sufficient seating for all 
patients in the waiting room at any 
given time and to ensure all seating 
is fit for purpose.  
From 2012/13 report: 
Notice on confidentiality and use of 
interview room in reception. 
Lantern roof repaired to stop leaks 

Prescription 
services 

 It is clear that we need to clarify the 
48 working hour turnaround for 
repeat prescriptions. Some patients 
are confused and we will take steps 
by providing examples as to when a 
script handed in will be ready for 
collection. 
 
We will also make patients aware 
that a myvisiononline account can 
also be used to manage repeat 
prescription requests both to see 
when meds are due and to make 
requests for repeats. 
 
 
From 2012/13 report: 
Better information available on 
information screen including 
audio/visual presentations on 
making best use of prescription 
services and advice available from 
the pharmacist 
 

 
 
Evidence 
 
Responses to the additional in-house questionnaire – 180 responses  
 
      
 
 

     

How do you Excellent Good Satisfactory Poor Very poor 



rate our 
opening 
hours? 

 
13% 

 
38% 

 
36% 

 
11% 

 
2% 

Which 
additional 
times would 
you like to 
see the 
Practice 
open? 
 

Early (before 
8.00) 
 
15% 

Weekday 
evenings 
(after 6.30) 
 
31% 

Weekends 
 
 
 
54% 

Other 
 

 

How do you 
rate 
telephone 
access 
 

Excellent 
 
5% 

Good 
 
16% 

Satisfactory 
 
27% 

Poor 
 
42% 

Very poor 
 
10% 

How do you 
rate the 
ability to 
speak to a 
doctor when 
you need 
advice? 
 

Excellent 
 
12% 

Good 
 
31% 

Satisfactory 
 
47% 

Poor 
 
10% 

Very poor 
 

How do you 
find the 
condition of 
the waiting 
room 
(seating, 
cleanliness, 
noise)? 
 

Excellent 
 
21% 

Good 
 
51% 

Satisfactory 
 
25% 

Poor 
 
3% 

Very poor 
 

How do you 
find the 
helpfulness 
of the 
receptionist? 

Excellent 
 
29% 
 

Good 
 
49% 

Satisfactory 
 
22% 

Poor 
 

Very poor 
 

How do you 
find the 
availability of 
information  
about health 
services 
from this 
Practice and 

Excellent 
 
10% 

Good 
 
50% 

Satisfactory 
 
38% 

Poor 
 
2% 

Very poor 
 



in the wider 
area? 
 
How do you 
rate the 
efficiency of 
our 
prescription 
service? 
 

Excellent 
 
33% 

Good 
 
46% 

Satisfactory 
 
20% 

Poor 
 
1% 

Very poor 
 

 
 
Comments from individual patients completing additional in-house questionnaire. 
Highlighted are those which pertain to items on the action plan. 
 
All a really helpful group. NHS overloaded. I'm getting old. Such is life. Improve amount of time with doctor, feel I'm rushing to get it all out
I have been very well looked after  
Improve opening hours for shift workers, hard to fit appointments around shifts especially if want to see same GP 
Routine appointments are not readily available, online typically 2 weeks delay 
 
The service I get from my Surgery is excellent 
I am always able to see a doctor when I need to.  
Waiting times are sometimes too long 
Better appointment schedule needed, longer slots with doctors to avoid delays 
Excellent doctors and nurses.  
Contact by phone is poor 
Absolutely first class   
Reliability of internet booking, frequently does not allow appointment for a long time and there is little choice.  
When a home visit is requested this has always been given the same day 
When you phone for results the line should be open all day and not just for 3 hours.  
I would like longer appointments and magazines in the waiting room     
While we have put some negative points I feel this reflects the NHS in general and not specific to this Practice which on the whole does the best it can 
and has been amazing over the years at providing care when needed in a helpful supportive and non-condescending way
I would like to know if the doctor is running late       
I would like to be able to leave a message rather than wait in a telephone queue 
Always have to endure long delay in the waiting room. Rarely see the same doctor.  
All GPs at the Practice should arrange a rota among themselves to provide out of hours care through the night.  
Doctors and staff are very friendly and give you the time necessary to solve the issue.  
Don't like new triage process, takes longer to get same day appointment 
Excellent diabetes care        
          
          
Very good service considering the number of people in the area    
Most of the GPs and nurses are friendly      
Mostly good GPs who take time to explain.  
I would like weekend access to a doctor I know.  
Friendly and approachable staff. Open plan area in reception, I sometimes feel very exposed 
with others listening to my conversation with receptionist  
Would like more early morning appointments      
Always good care and attention       
The nursing staff are very good       



Would like to be seen for routine appt inside four weeks and to book longer appts 
Continuity of care (see same doctor) is good.    
You do a good job overall.  
Would like a shorter waiting time for home visits. 
Would thoroughly recommend online booking    
  
The telephone system is atrocious        
Nurses are excellent. Out of hours should be covered by 1 or 2 doctors in an area.  
Difficult to make appointment at 8.30, I am a teacher and am worried  
about the new system if I have to wait for a call back during the day 
Sometimes the waiting time in the surgery can have an effect on blood pressure due to my anxiety  
Need to improve the ease with which I can get an urgent prescription the same day   
The staff are lovely but too hard to get a same day appointment.     
        
 
Need to improve availability of doctors. I have only managed to achieve an appointment on the same day I phoned the surgery once in the last 10 years.
         
   
Really easy to talk to the doctors. Sympathetic and understanding    
Good attention from the doctors. As a carer it would be good to have more recognition of the stresses caused. 
Some doctors are very helpful and attentive      
Dr hodgkiss is always very understanding, helpful and clear. Very approachable and never rushes you.  
Would like more info leaflets around the surgery.  
Very friendly and helpful Practice 
If possible a test to let me know if you are running late but not much of an issue. Really a very good Practice. 
      
Having come from a coastal surgery with very many less patients I am very impressed with this busy health centre in a large populated area it just takes 
longer to see a doctor. Waiting time times could be less but the receptionists are excellent. Doctors do ring back with advice and see you that day if need be.
         
         
Have been very pleased with care from reception, pharmacy and usual doctors 
 
Responses from the GPAQ survey (230 responses) 
 2013 2012 
Q2. Satisfaction with 
receptionists 

71 71 

Q3a. Satisfaction with 
opening hours 

61 63 

Q4b. Satisfaction with 
availability of particular 
doctor 

45 48 

Q5b. Satisfaction with 
availability of any 
doctor 

61 60 

Q7b. Satisfaction with 
waiting times at 
practice 

48 49 



Q8a. Satisfaction with 
phoning through to 
practice 

41 35 

Q8b. Satisfaction with 
phoning through to 
doctor for advice 

54 56 

Q9b. Satisfaction with 
continuity of care 

58 61 

Q10a. Satisfaction with 
doctor's questioning 

83 84 

Q10b. Satisfaction with 
how well doctor listens 

86 86 

Q10c. Satisfaction with 
how well doctor puts 
patient at ease 

87 87 

Q10d. Satisfaction with 
how much doctor 
involves patient 

85 86 

Q10e. Satisfaction with 
doctor's explanations 

86 87 

Q10f. Satisfaction with 
time doctor spends 

83 84 

Q10g. Satisfaction with 
doctor's patience 

86 86 

Q10h. Satisfaction with 
doctor's caring and 
concern 

86 86 

Q11a. Ability to 
understand problem 
after visiting doctor 

72 72 

Q11b. Ability to cope 
with problem after 
visiting doctor 

66 70 



Q11c. Ability to keep 
healthy after visiting 
doctor 

63 66 

 
IPSOS/MORI 2013 
 
WILLESBOROUGH HEALTH CTR. 

weighted data March-Nov 2013   
Q1. Last seen or spoke to a GP 
Base: All 

  % N 
In the past 3 months 41 85 
Between 3 and 6 months ago 22 46 
Between 6 and 12 months ago 18 37 
More than 12 months ago 17 35 
I have never seen a GP from my GP surgery * * 
Total   207 
   
Q2. Last seen or spoke to a nurse 
Base: All 

  % N 
In the past 3 months 34 72 
Between 3 and 6 months ago 12 26 
Between 6 and 12 months ago 17 36 
More than 12 months ago 19 40 
I have never seen a nurse from my GP surgery 17 35 
All   208 
   
Q3. Ease of getting through to someone at GP surgery on the phone 
Base: All 

  % N 
Very easy * * 
Fairly easy 35 72 
Not very easy 34 69 
Not at all easy 27 56 
Haven't tried * * 
Total   207 
   
Q4. Helpfulness of receptionists at GP surgery 
Base: All 

  % N 
Very helpful 29 61 
Fairly helpful 59 123 
Not very helpful 7 14 
Not at all helpful * * 
Don't know * * 
Total   208 



   
Q5. Overheard in reception area 
Base: All 

  % N 
Yes, but I don't mind 59 122 
Yes, and I am not happy about it 31 63 
No, other patients can't overhear * * 
Don't know 9 18 
Total   206 
   
Q6. How normally book appointments to see a GP or nurse... 
Base: All 

  % N 
In person 39 82 
By phone 87 180 
By fax machine * * 
Online 13 27 
Doesn't apply * * 
Total   208 
   
Q7. Preferred methods to book appointments at GP surgery... 
Base: All 

  % N 
In person 32 66 
By phone 83 173 
By fax machine * * 
Online 41 85 
No preference * * 
Total   208 
   
Q8. Have a preferred GP 
Base: All 

  % N 
Yes 49 101 
No 51 107 
There is usually only one GP in my GP surgery * * 
Total   208 
   
Q9. Frequency of seeing preferred GP 
Base: All who prefer to see or speak to a particular GP 

  % N 
Always or almost always 26 26 
A lot of the time 24 24 
Some of the time 42 42 
Never or almost never * * 
Not tried at this GP surgery * * 
Total   100 
   



Q10. Last time wanted to see/speak to GP or nurse: What did you want to do? 
Base: All 

  % N 
See a GP at the surgery 82 167 
See a nurse at the surgery 18 36 
Speak to a GP on the phone 5 10 
Speak to a nurse on the phone * * 
Have someone visit me at my home * * 
I didn't mind / wasn't sure what I wanted * * 
Total   204 
   
Q11. When did you want to see or speak to them? 
Base: All 

  % N 
On the same day 52 103 
On the next working day 7 13 
A few days later 21 42 
A week or more later 7 14 
I didn't have a specific day in mind 9 19 
Can't remember * * 
Total   197 
   
Q12. Able to get an appointment to see or speak to someone 
Base: All 

  % N 
Yes 58 118 
Yes, but I had to call back closer to or on the day I wanted 20 41 
No 18 37 
Can't remember * * 
Total   204 
   
Q13. What type of appointment did you get? 
Base: All who were able to get an appointment 

  % N 
Appointment to see a GP at the surgery 73 116 
Appointment to see a nurse at the surgery 20 32 
Appointment to speak to a GP on the phone 9 15 
Appointment to speak to a nurse on the phone * * 
Appointment for someone to visit me at my home * * 
Total   158 
   
Q14. How long until actually saw or spoke to GP / nurse 
Base: All who were able to get an appointment 

  % N 
On the same day 35 55 
On the next working day * * 
A few days later 31 49 
A week or more later 25 39 
Can't remember * * 



Total   157 
   
Q15. Convenience of appointment 
Base: All who were able to get an appointment 

  % N 
Very convenient 38 58 
Fairly convenient 53 81 
Not very convenient 8 13 
Not at all convenient * * 
Total   153 
   
Q16. Reason for not being able to get an appointment / the appointment offered was 
inconvenient 
Base: All who were not able to get an appointment/ convenient appointment 

  % N 
There weren't any appointments for the day I wanted 85 32 
There weren't any appointment for the time I wanted * * 
I couldn't see my preferred GP * * 
I couldn't book ahead at my GP surgery * * 
Another reason * * 
Total   37 
   
Q17. What did you do on that occasion? 
Base: All who were not able to get an appointment/ convenient appointment 

  % N 
Went to the appointment I was offered 41 21 
Got an appointment for a different day * * 
Had a consultation over the phone * * 
Went to A&E / a walk-in centre * * 
Saw a pharmacist * * 
Decided to contact my surgery another time * * 
Didn't see or speak to anyone 19 10 
Total   50 
   
Q18. Overall experience of making an appointment 
Base: All 

  % N 
Very good 16 33 
Fairly good 43 88 
Neither good nor poor 21 43 
Fairly poor 10 21 
Very poor 9 19 
Total   205 
   
Q19. Waiting time at surgery 
Base: All 

  % N 
I don't normally have appointments at a particular time * * 
Less than 5 minutes * * 



5 to 15 minutes 54 104 
More than 15 minutes 34 65 
Can't remember 8 16 
Total   194 
   
Q20. Impression of waiting time at surgery 
Base: All 

  % N 
I don't normally have to wait too long 54 111 
I have to wait a bit too long 34 70 
I have to wait far too long 6 13 
No opinion / doesn't apply 5 10 
Total   205 
   
Q21a. Rating of GP giving you enough time 
Base: All 

  % N 
Very good 53 109 
Good 35 71 
Neither good nor poor 12 25 
Poor * * 
Very poor * * 
Doesn't apply * * 
Total   206 
   
Q21b. Rating of GP listening to you 
Base: All 

  % N 
Very good 55 113 
Good 37 75 
Neither good nor poor 7 14 
Poor * * 
Very poor * * 
Doesn't apply * * 
Total   206 
   
Q21c. Rating of GP explaining tests and treatments 
Base: All 

  % N 
Very good 39 78 
Good 49 99 
Neither good nor poor 8 15 
Poor * * 
Very poor * * 
Doesn't apply 5 10 
Total   203 
   
Q21d. Rating of GP involving you in decisions about your care 
Base: All 



  % N 
Very good 36 72 
Good 42 85 
Neither good nor poor 15 31 
Poor * * 
Very poor * * 
Doesn't apply 7 14 
Total   204 
   
Q21e. Rating of GP treating you with care and concern 
Base: All 

  % N 
Very good 45 90 
Good 41 84 
Neither good nor poor 10 20 
Poor * * 
Very poor * * 
Doesn't apply * * 
Total   201 
   
Q22. Confidence and trust in GP 
Base: All 

  % N 
Yes, definitely 63 130 
Yes, to some extent 34 71 
No, not at all * * 
Don't know / can't say * * 
Total   206 
   
Q23a. Rating of nurse giving you enough time 
Base: All 

  % N 
Very good 46 91 
Good 35 71 
Neither good nor poor * * 
Poor * * 
Very poor * * 
Doesn't apply 17 35 
Total   200 
   
Q23b. Rating of nurse listening to you 
Base: All 

  % N 
Very good 49 98 
Good 31 61 
Neither good nor poor * * 
Poor * * 
Very poor * * 
Doesn't apply 17 33 



Total   199 
   
Q23c. Rating of nurse explaining tests and treatments 
Base: All 

  % N 
Very good 46 93 
Good 31 62 
Neither good nor poor * * 
Poor * * 
Very poor * * 
Doesn't apply 18 36 
Total   200 
   
Q23d. Rating of nurse involving you in decisions about your care 
Base: All 

  % N 
Very good 36 73 
Good 28 55 
Neither good nor poor 7 14 
Poor * * 
Very poor * * 
Doesn't apply 29 58 
Total   200 
   
Q23e. Rating of nurse treating you with care and concern 
Base: All 

  % N 
Very good 48 95 
Good 28 56 
Neither good nor poor 5 10 
Poor * * 
Very poor * * 
Doesn't apply 19 38 
Total   199 
   
Q24. Confidence and trust in nurse 
Base: All 

  % N 
Yes, definitely 67 130 
Yes, to some extent 20 39 
No, not at all * * 
Don't know / can't say 13 25 
Total   193 
   
Q25. Satisfaction with opening hours 
Base: All 

  % N 
Very satisfied 27 56 
Fairly satisfied 50 103 



Neither satisfied nor dissatisfied 7 14 
Fairly dissatisfied 8 17 
Very dissatisfied * * 
I'm not sure when my GP surgery is open 5 11 
Total   205 
   
Q26. Is your GP surgery currently open at times that are convenient for you? 
Base: All 

  % N 
Yes 82 165 
No 10 21 
Don't know 8 15 
Total   201 
   
Q27. Additional opening times that would make it easier to see or speak to someone... 
Base: All whose GP surgery is not open at convenient times 

  % N 
Before 8am * * 
At lunchtime * * 
After 6.30pm * * 
On a Saturday 71 25 
On a Sunday 27 10 
None of these * * 
Total   35 
   
Q28. Overall experience of GP surgery 
Base: All 

  % N 
Very good 30 62 
Fairly good 58 119 
Neither good nor poor 10 20 
Fairly poor * * 
Very poor * * 
Total   205 
   
Q29. Recommending GP surgery to someone who has just moved to the local area 
Base: All 

  % N 
Yes, would definitely recommend 38 78 
Yes, would probably recommend 38 79 
Not sure 15 30 
No, would probably not recommend 6 12 
No, would definitely not recommend * * 
Don't know * * 
Total   205 
   
Q30. Long-standing health condition 
Base: All 

  % N 



Yes 54 110 
No 44 90 
Don't know / can't say * * 
Total   203 
   
Q31. Medical conditions... 
Base: All 

  % N 
Alzheimer's disease or dementia * * 
Angina or long-term heart problem * * 
Arthritis or long-term joint problem 12 23 
Asthma or long-term chest problem 8 15 
Blindness or severe visual impairment * * 
Cancer in the last 5 years * * 
Deafness or severe hearing impairment 7 13 
Diabetes 8 14 
Epilepsy * * 
High blood pressure 22 42 
Kidney or liver disease * * 
Learning difficulty * * 
Long-term back problem 10 19 
Long-term mental health problem * * 
Long-term neurological problem * * 
Another long-term condition 13 24 
None of these conditions 45 85 
I would prefer not to say * * 
Total   191 
   
Q32. Last 6 months, enough support from local services/organisations to help manage long-term 
conditions 
Base: All who have a medical condition 

  % N 
Yes, definitely 42 44 
Yes, to some extent 24 25 
No 13 14 
I have not needed such support 21 21 
Don't know / can't say * * 
Total   104 
   
Q33. Confidence in managing own health 
Base: All 

  % N 
Very confident 42 82 
Fairly confident 52 102 
Not very confident * * 
Not at all confident * * 
Total   195 
   



Q34a. State of health today...Mobility 
Base: All 

  % N 
I have no problems in walking about 80 162 
I have slight problems in walking about 10 21 
I have moderate problems in walking about 7 14 
I have severe problems in walking about * * 
I am unable to walk about * * 
Total   203 
   
Q34b. State of health today...Self-Care 
Base: All 

  % N 
I have no problems washing or dressing myself 94 190 
I have slight problems washing or dressing myself * * 
I have moderate problems washing or dressing myself * * 
I have severe problems washing or dressing myself * * 
I am unable to wash or dress myself * * 
Total   203 
   
Q34c. State of health today...Usual Activities 
Base: All 

  % N 
I have no problems with performing my usual activities 73 144 
I have slight problems doing my usual activities 13 25 
I have moderate problems doing my usual activities 11 23 
I have severe problems doing my usual activities * * 
I am unable to do my usual activities * * 
Total   197 
   
Q34d. State of health today...Pain/Discomfort 
Base: All 

  % N 
I have no pain or discomfort 55 111 
I have slight pain or discomfort 28 57 
I have moderate pain or discomfort 14 28 
I have severe pain or discomfort * * 
I have extreme pain or discomfort * * 
Total   203 
   
Q34e. State of health today...Anxiety/Depression 
Base: All 

  % N 
I am not anxious or depressed 77 155 
I am slightly anxious or depressed 14 28 
I am moderately anxious or depressed 8 17 
I am severely anxious or depressed * * 
I am extremely anxious or depressed * * 
Total   203 



   
Q35. Activities limited today due to recent illness or injury 
Base: All 

  % N 
Yes, limited a lot * * 
Yes, limited a little 16 32 
No 83 165 
Total   200 
   
Q40. Know how to contact an out-of-hours GP service 
Base: All 

  % N 
Yes 64 132 
No 36 75 
Total   206 
   
Q41. Tried to call an out-of-hours GP service in past 6 months... 
Base: All 

  % N 
Yes, for myself 5 10 
Yes, for someone else 10 22 
No 86 177 
Total   206 
   
Q42. Ease of contacting the out-of-hours GP service by telephone 
Base: All who have tried to call an out of hours GP service when the surgery was closed 

  % N 
Very easy 37 11 
Fairly easy 48 14 
Not very easy * * 
Not at all easy * * 
Don't know / didn't make contact * * 
Total   29 
   
Q43. Impression of how quickly care from out-of-hours GP service received 
Base: All who have tried to call an out of hours GP service when the surgery was closed 

  % N 
It was about right 59 17 
It took too long * * 
Don't know / doesn't apply * * 
Total   29 
   
Q44. Confidence and trust in out-of-hours clinician 
Base: All who have tried to call an out of hours GP service when the surgery was closed 

  % N 
Yes, definitely 65 19 
Yes, to some extent * * 
No, not at all * * 



Don't know / can't say * * 
Total   29 
   
Q45. Overall experience of out-of-hours GP services 
Base: All who have tried to call an out of hours GP service when the surgery was closed 

  % N 
Very good 57 17 
Fairly good * * 
Neither good nor poor * * 
Fairly poor * * 
Very poor * * 
Total   29 
   
Q51. Gender 
Base: All 

  % N 
Male 50 103 
Female 50 103 
Total   205 
   
Q52. Age 
Base: All 

  % N 
18 to 24 9 18 
25 to 34 19 39 
35 to 44 12 25 
45 to 54 18 37 
55 to 64 16 33 
65 to 74 14 29 
75 to 84 8 17 
85 or over * * 
Total   205 
   
Q53. Ethnic group 
Base: All 

  % N 
English / Welsh / Scottish / Northern Irish / British 87 180 
Irish * * 
Gypsy or Irish Traveller * * 
Any other White background * * 
White and Black Caribbean * * 
White and Black African * * 
White and Asian * * 
Any other Mixed / multiple ethnic background * * 
Indian * * 
Pakistani * * 
Bangladeshi * * 
Chinese * * 
Any other Asian background * * 



African * * 
Caribbean * * 
Any other Black / African / Caribbean background * * 
Arab * * 
Any other ethnic group * * 
Total   205 
   
Q54. Working status 
Base: All 

  % N 
Full-time paid work (30 hours or more each week) 42 84 
Part-time paid work (under 30 hours each week) 14 27 
Full-time education at school, college or university * * 
Unemployed * * 
Permanently sick or disabled 5 11 
Fully retired from work 24 48 
Looking after the home 9 17 
Doing something else * * 
Total   199 
   
Q55. Journey time from home to work 
Base: All in part or full-time work 

  % N 
Up to 30 minutes 63 66 
31 minutes to 1 hour 14 15 
More than 1 hour 18 18 
I live on site * * 
Total   105 
   
Q56. Can take time away from work to see GP 
Base: All in part or full-time work 

  % N 
Yes 67 72 
No 33 35 
Total   107 
   
Q57. Parent or legal guardian 
Base: All 

  % N 
Yes 25 50 
No 75 149 
Total   198 
   
Q58. Deaf and use sign language 
Base: All 

  % N 
Yes * * 
No 100 198 
Total   198 



   
Q59. Smoking habits 
Base: All 

  % N 
Never smoked 54 109 
Former smoker 29 59 
Occasional smoker * * 
Regular smoker 12 24 
Total   202 
   
Q60. Look after/provide support to family etc. for physical or mental ill health/problems in old 
age 
Base: All 

  % N 
No 84 169 
Yes, 1-9 hours a week 7 14 
Yes, 10-19 hours a week * * 
Yes, 20-34 hours a week * * 
Yes, 35-49 hours a week * * 
Yes, 50+ hours a week 5 10 
Total   201 
   
Q61. Sexual orientation 
Base: All 

  % N 
Heterosexual / straight 96 189 
Gay / Lesbian * * 
Bisexual * * 
Other * * 
I would prefer not to say * * 
Total   198 
   
Q62. Religion 
Base: All 

  % N 
No religion 33 67 
Buddhist * * 
Christian 58 117 
Hindu * * 
Jewish * * 
Muslim * * 
Sikh * * 
Other * * 
I would prefer not to say * * 
Total   203 
   

 
 
 



 
 
 

 
 


