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Introduction 
 

The General Practice Assessment Questionnaire (GPAQ) surveys how patients perceive their 
GP Practice and covers aspects of quality best assessed by asking patients. 
 

How the survey was carried out 
 
The survey was undertaken for a period of eight (8) weeks during December 2014 and February 
2015.  A total of two hundred and sixty (260) questionnaires were given to patients seeing a 
Clinician during this period with two hundred and forty seven (247) being returned.  Not all 
people answered all questions therefore the percentage is based on the number of responses 
returned. This may not be 100% in each section and numbers are also 'rounded' to 1 decimal 
point. 
 
As for the previous year, the content has been discussed and agreed with our Patient 
Participation Group.  Items that can be compared will be and an action plan will be produced 
following the analysis of the overall results. 
 

Taking action on results 
 

The questions are not vague or general, they relate to specific aspects of patient care and where 
there is clearly something to be done, the practice will best judge how and when this 
improvement will be implemented. 
 
This survey is a combination of individual reports for Dr Philip Wood, Dr Mark Fleming, Dr Sarah 
Baker, Trainee Advanced Practitioner Melanie Dyball, Nurse Judith Tizzard and Healthcare 
Assistant Joanna Roper. 
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Questionnaire Results 
 
Q1. Thinking about your recent visit to Reception:  
 

a) How do you rate our Reception service? 
 

 Number Percentage 

Excellent 153 62.2% 

Very good 78 31.7% 

Good 9 3.7% 

Fair 6 2.4% 

 
b) How do you rate the way you are treated by Reception staff? 

 

 Number Percentage 

Excellent 149 63.9% 

Very good 70 30.0% 

Good 8 3.4% 

Fair 6 2.6% 
 
 
Q2. If you need to see ANY GP / Nurse urgently, can you normally get seen on the same 
day? 
 

 Number Percentage 

Yes 128 53.1% 

No 17 7.1% 

Don't know 96 39.8% 

 
 
Q3. If you need to speak to ANY GP / Nurse urgently, can you normally speak to them 
on the same day? 
 

 Number Percentage 

Yes 141 59.5% 

No 4 1.7% 

Don't know 92 38.8% 

 
 
Q4.  
 

a) Are you aware of SystmOnline? 
 

 Number Percentage 

Yes 31 13.8% 

No 193 86.2% 
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b) Do you use SystmOnline for appointment booking/cancellation and requesting 
prescriptions? 
 

 Number Percentage 

Yes 31 13.8% 

No 193 86.2% 

 
c) If you answered no, could you please explain why? 

 

 Number Percentage 

Don't know what it is 116 69.0% 

Too difficult 10 6.0% 

No internet access 42 25.0% 

 
 
Q5. Thinking about your consultation with the GP / Nurse today, how do you rate the 
following? 
 

a) How thoroughly the GP / Nurse asked about your symptoms and how you are 
feeling? 
 

 Number Percentage 

Excellent 149 64.5% 

Very good 64 27.7% 

Good 17 7.4% 

Fair 1 0.4% 

 
b) How well the GP / Nurse listened to what you had to say? 

 

 Number Percentage 

Excellent 160 69.3% 

Very good 55 23.8% 

Good 15 6.5% 

Fair 1 0.4% 

 
c) How well the GP / Nurse put you at ease during your physical examination? 

 

 Number Percentage 

Excellent 146 69.9% 

Very good 50 23.9% 

Good 11 5.3% 

Fair 2 1.0% 

 
d) How well the GP / Nurse involved you in decisions about your care? 

 

 Number Percentage 

Excellent 146 68.2% 

Very good 53 24.8% 

Good 13 6.1% 

Fair 2 0.9% 
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e) How well the GP / Nurse explained your problems or any treatment that you need?  
 

 Number Percentage 

Excellent 151 70.6% 

Very good 50 23.4% 

Good 13 6.1% 

 
f) The amount of time your GP / Nurse spent with you today, considering the 

appointment time allocated? 
 

 Number Percentage 

Excellent 159 70.4% 

Very good 46 20.4% 

Good 19 8.4% 

Fair 2 0.9% 

 
g) The GPs / Nurses patience with your questions or worries? 

 

 Number Percentage 

Excellent 170 74.6% 

Very good 43 18.9% 

Good 15 6.6% 

 
h) The GPs / Nurses care and concern for you? 

 

 Number Percentage 

Excellent 169 74.8% 

Very good 41 18.1% 

Good 15 6.6% 

Fair 1 0.4% 

 
 
Q6. If you brought a child into the Surgery, how do you rate the following? 
 

a) What did you think of the facilities available i.e. toys, toilet facilities, baby change 
facilities, entrance etc? 
 

 Number Percentage 

Excellent 24 50.0% 

Very good 11 22.9% 

Good 11 22.9% 

Fair 2 4.2% 

 
b) How would you rate your experience of visiting the Surgery with a child? 

 

 Number Percentage 

Excellent 16 45.7% 

Very good 7 20.0% 

Good 8 22.9% 

Fair 4 11.4% 
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c) Was your child made to feel at ease with the GP / Nurse? 
 

 Number Percentage 

Excellent 24 68.6% 

Very good 6 17.1% 

Good 5 14.3% 

 
 

Q7. We have a Patient Information Screen within the waiting area which is updated on a 
regular basis. 
 

a) Are you aware of this? 
 

 Number Percentage 

Yes 217 92.3% 

No 18 7.7% 

 
b) Do you find the information current and relevant? If you answered no, could you 

please explain why? 
 

 Number Percentage 

Yes 192 92.3% 

No 16 7.7% 

 
 
Q8. We have a Surgery website which is updated on a regular basis. 
 

a) Are you aware of this? 
 

 Number Percentage 

Yes 122 54.2% 

No 103 45.8% 
 

b) Do you find the information current and relevant? If you answered no, could you 
please explain why? 
 

 Number Percentage 

Yes 99 76.7% 

No 30 23.3% 

 
 
Q9.  Thinking about your recent visit to the Dispensary: 
 

a) How do you rate our dispensing service? 
 

 Number Percentage 

Excellent 131 66.2% 

Very good 54 27.3% 

Good 11 5.6% 

Fair 1 0.5% 

Very poor 1 0.5% 
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b) How do you rate the way you are treated by dispensary staff? 

 

 Number Percentage 

Excellent 139 70.2% 

Very good 47 23.7% 

Good 11 5.6% 

Fair 1 0.5% 

 
c) Do we dispense your 'acute' prescription within half an hour? 

 

 Number Percentage 

Yes 104 98.1% 

No 2 1.9% 

 
d) Do we have your repeat medication ready within the specified two working days? 

 

 Number Percentage 

Yes 154 99.4% 

No 1 0.6% 

 
Q10.  Aldborough Surgery have a Patient Participation Group (PPG) which brings 
together patients, GPs and Practice Staff to discuss services provided, improvements and 
experiences on a regular basis. 
 

a) Were you aware of the PPG? 
 

 Number Percentage 

Yes 122 51.3% 

No 116 48.7% 

 
b) Have you visited the PPG website? 

 

 Number Percentage 

Yes 16 7.0% 

No 212 93.0% 

 
c) If yes, did you find the information on the website useful? 

 

 Number Percentage 

Yes 15 32.6% 

No 31 67.4% 
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Q11. How likely are you to recommend our service to friends and family if they needed 
similar care of treatment? 
 

 Number Percentage 

Extremely likely 159 67.9% 

Likely 56 23.9% 

Neither likely or unlikely 12 5.1% 

Unlikely 1 0.4% 

Don't know 6 2.6% 

 
Could you please explain the reason for your answer? 
 
Positive Comments 
 

- I’ve always had excellent care and treatment. 
- I have been treated here all my life and I would recommend it to everyone. 
- Aldborough offers a good service; a Doctor will always see you. GPs listen and advise 

clearly. Very trustworthy. 
- Consistently efficient, caring and accessible. Our family have always received excellent 

care from Aldborough Surgery. 
- Usually seen straight away, have had a good experience re: my mental health issues 
- Always been very happy with the service I receive. 
- Excellent Surgery. 
- Friendly staff and an excellent environment. 
- Aldborough is a very caring Practice, the GPs are prepared to listen and take a full holistic 

approach. 
- The morning drop in Surgery. 
- Good and friendly Surgery, always very helpful. 
- Good service. 
- Care is good and Open Surgery is a fantastic resource because of it being so difficult to 

get an appointment with a GP in acute cases. 
- My husband and I have always been more than satisfied.  
- Pleased the Surgery offers Open Surgery daily so you can see a GP without need to book 

an appointment. Generally pleased with care provided by GPs at Aldborough.  
- Fantastic staff all round! Can’t fault any treatment that me or my children have ever 

received. 
- Have always been able to get an appointment when needed and have been seen quickly. 
- Still able to access Doctors same day. 
- Dr Wood was always very good – now I have huge confidence in Dr Fleming. 
- High five! 
- Excellent service – thank you. 
- Friendly. 
- Yes, very good service can always get to see a Doctor when you need to. 
- Very good care. Surgery is not too automated. 
- Quality of care and service is excellent. 
- Good treatment throughout. 
- Very satisfied. 
- I like the way you are treated as a person. Both the GPs and Nurses take an interest in 

you and listen to you. I also like the continuity in being seen by the same GP. The 
Receptionists are always friendly and helpful. 

- Best Surgery around, always recommend people to come here. 
- First class Surgery in every sense. 
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- The service that is offered at Aldborough is consistently good; my family already use this 
Surgery. 

- Care of patients, diligence, respect (mutually), accessibility, professionalism. 
- I feel the overall service provided by the Surgery is excellent. 
- I find the Practice excellent. 
- Staff always have time and listen you. Staff friendly and patient. 
- First class service. 
- Good Doctors who are available when I need to see them. 
- Always receive excellent attention. 
- Aldborough Surgery is the only one in North Norfolk who offer excellent, no appointment 

necessary Open Surgery every week day. At the same time, if you want an appointment 
one can be arranged without problems.  

- I moved Surgery to get a better service 4 months ago. What an improvement! Looked up 
Surgeries online – you came out as best in the area. 

- A vast improvement on previous Surgeries – mainly in terms of staff attitudes. 
- Likely to recommend based on personal use. 
- We have almost always been pleased with the care and attention we have been given. 

Being able to see a Doctor immediately is one of the reasons given for recommendation. 
- Since moving to the Surgery, I have found the attention always very good. The best 

Surgery in the area. 
- Quality service with helpful staff. 
- Very good Surgery and friendly. 
- Very attentive. 
- Everyone can be seen if they come before 10am. Appointments can usually be made to 

suit in the afternoon. 
- High standard of care. 
- Great, professional service, from the moment you step into the Surgery I always feel well 

looked after. 
- I’ve always received good service here – my own slight issue was how long it took to get a 

referral to a specialist but general GP service is solid. 
- Aldborough Surgery includes staff at all levels are thorough, pleasant and not at all 

intimidating. The Dispensary staff are ace, cool, whatever. 
- Always a caring, helpful and efficient service. 
- One of the only Surgeries you can actually see a Doctor on that day if necessary also the 

GPs don’t rush the consultation. Efficient and friendly Receptionists too which are rare! 
- I have always received a high standard of care from the Surgery. 
- Excellent service in every way – many thanks indeed. 
- I have always been very happy with my treatment at the Surgery. 
- I have recommended the Surgery more than once! 
- Open Surgery is brilliant. 
- Time is spent with me and it is not too busy here. 
- Very efficient and friendly. 
- Good service. 
- My husband and I have been coming here for a long while and recommend, I do so too as 

he finds it a friendly and helpful service and the Doctor’s staff are very good. 
- I’ve been coming here since I was born, it is a fantastic Surgery. 
- Ease of obtaining an appointment and appropriate care. 
- Best Surgery I have ever been to. Staff all polite and will bend over backwards to help you 

A*. 
- Have always found the Surgery extremely accommodating and helpful; especially in 

respect to helping my late father when he was staying with me. 
- Very good. 
- Excellent treatment at this Surgery. 
- I have never had any issues or problems. 
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- I have always been happy with the service provided by all staff. 
- Always very helpful and caring. 
- Great Practice and service. Works well as a small Practice. 
- If an appointment is not available we still have the option of Open Surgery. 
- We have always been very impressed by the medical services of the Surgery and would 

not go elsewhere. 
- Just very good. 
- I find the Surgery to be very helpful and user friendly. 
- All at the Surgery have been very helpful. Everyone has been very good with my special 

needs son – thank you. 
- I believe that the services are best delivered from the smaller Surgery and team. 
- Friendly and local, modern facilities. Morning Open Surgery is especially useful. Have 

always found Doctors and Nurses very helpful. 
- Always helpful. 
- Excellent service. 
- Very pleasant Surgery with good standards. 
- Fantastic! 
- The staff at the Surgery are all kind and helpful, and the Open Surgery in the morning is 

fantastic as you always get to see a Doctor or Nurse. 
- Very good support and treatment. 
- Excellent service. 
- It’s good here and I feel at ease with myself and staff. 
- Good service with this Practice for over 50 years. 
- Very happy with Aldborough Surgery. 
- We have always been satisfied with our treatment. 
- I have always received excellent care at this Surgery. 
- Friends already use this service. Family live too far away. 
- Generally satisfied with the service provided. 
- The Dispensary staff are very very good. 
- Handy if no car. 
- Very pleasant quiet Surgery. 
- We know that they will be treated with care and understanding. 
- Overall politeness and encouraging care shown on an enquiry, this leads to confidence at 

a time when it is most needed. 
- All the staff are competent and caring. 
- This Practice has always been effective for ma and I do recommend to others. 
- The best Doctors / staff / Surgery I have ever attended so thorough and helpful. 
- All the family have come to the Surgery, my husband and I for 26 years. 
- I have found the Practice helpful and reliable. Dr Wood is a star – among the best GPs I 

have ever had, he will be greatly missed. 
- Very satisfied with the care. Care superior to other Practices in the location. 
- Very efficient Practice with good Doctors and Nurses. 
- Very happy with the service here. 
- I’ve always been treated with kindness and concern and the treatment of my late father 

was excellent. 
- Surgery works to a very high standard, the staff are so caring and polite and cannot do 

enough for you, I have been with the Surgery since 1977 and I class myself as a very 
lucky person. 

- Always have time to listen and discuss any problems. 
- Pleasant staff – easy to get appointments. 
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Action Points 
  

- With the Surgery in a state of transition, it remains to be seen whether the same excellent 
standards can be maintained, I certainly hope so. 

- It is the nearest to my home and where I am registered so no choice as far as I am aware. 
- Distance is a problem. 
- I have already recommended friends who now attend here and have had impressive 

treatment for a severe problem. 
 
 
Q12. We are interested in any other comments you may have.  
 
Positive Comments 
 

- Very sterile environment. 
- Polite staff. 
- Best Practice I have ever come across. 
- I am more than satisfied (as good as private). 
- Excellent service. 
- An excellent Practice in every way. 
- Always helpful. 
- Always excellent service and attention, interest and care. 
- An excellent Practice in every way. 
- I like the idea of the walk in service. 
- Very sorry to hear that Dr Wood is leaving; wish him all the best for the future. 
- My experience of Doctor’s Receptionists over the years has been out of disbelief at how 

abrupt they can be. I do understand they have to ensure that the system is not abused 
and that some patients can be rude but they do seem to think they are ‘above their 
station’. But so far I have not encountered this here although this is only my second visit. 

- The staff are always pleasant and very helpful including Receptionists, Doctors and 
Nurses. The Doctors are very thorough in their examinations. 

- When Dr Wood retires I would be extremely grateful to have Dr Fleming as my GP. 
- Many thanks to one and all for the continued help throughout. 
- Great place – don’t make it too busy. 
- Thank you – you do an amazing job. 
- A first class Surgery which provides excellent service to all the local villages and deserves 

the full support of the Government. 
- Long may your excellent service continue. 
- Very pleasant manner.(2) 
- Sorry Dr Wood is no longer here, but all other Doctors are very willing to help all they can. 

We travel over 8 miles to come rather than ½ mile to our nearest Surgery which we do not 
find satisfactory.  

- The Reception staff are always polite. Nurse I saw at Christmas was lovely, helpful and 
knowledgeable, happy to go out of her way to help. Dispensary staff are generally polite 
but can be a touch patronising. The fact that this is a teaching Surgery is fab. I hope my 
comments are only constructive – overall I have to say this Surgery is superior to any I 
have been registered with. Very interested in your online service – will investigate! 

- I am a fairly healthy soul but should I need acute help I know that Aldborough Surgery 
would be there for me and my husband. Blessings to all. 

- Having moved from another Practice in the area it’s wonderful to get treated like a human 
being from beginning to end – i.e. from the first phone call to seeing the GP. It’s almost a 
joy to go to the Doctors. 

- Dispensary staff are brilliant, very friendly and great customer service. 
- My family and I have had a wonderful trusting relationship with Dr Wood.  
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- We have huge faith in the care provided here for which we are very grateful. 
- Very pleased with service and treatment from GP. Very friendly and caring. 
- All staff here are lovely and helpful. 
- You can always see a Doctor either by Open Surgery or appointment. Though with 

appointment sometimes you can still wait. 
- I am happy to walk to get my prescription and book appointments and actually speak to 

people and get healthy exercise! 
- This Practice should be supported in every way possible. 
- Again a big thank you to everyone who has been involved with my special needs son – for 

their kindness and understanding. 
- I have always been most satisfied with all the staff during my years of visiting. 
- Having come from city then town GP Surgeries, I’ve been extremely impressed with what 

is essentially a rural Practice – easily on a par with surgeries in Aylsham and North 
Walsham with the added advantage of being more personal. Dispensary staff have been 
extremely helpful with medication queries and Reception staff regarding appointments and 
other administrative issues e.g. contact with the NNUH. 

- Very good service. 
- I just hope the service becomes even better for all concerned.  
- Excellent. 
- Open Surgery system is good. 
- In an emergency I have always been helped. 
- I sincerely hope that Dr Fleming does not become overloaded and overwhelmed by his 

apparent heavy workload and involvement in running such a busy up to date Surgery. My 
many thanks to you all for your dedicated assistance over the past year. 

- Aldborough Surgery provides a high standard of care. 
- Always a pleasure to be greeted with a smile at Reception. 
- The Patient Information Screen looks good. 
- Prefer to consult Reception and prescription collection box. 
- I will look into using SystmOnline.(2) 
- I prefer to deal with people than use SystmOnline. (4) 
- Easier to phone / e-mail for prescriptions. (4) 

 
Action Points 
  

- Please keep patients first, money second. 
- (With the Surgery in a state of transition, it remains to be seen whether the same excellent 

standards can be maintained, I certainly hope so.) This comment clearly has implications 
for a lot of the previous questions (i.e. Q2 and Q3.) 

- My medication has been changed and they are not doing what they did. The inhaler for 
my nose. 

- I find some, by no means all, of the Reception staff quite unhelpful and unsympathetic 
when talking to them over the phone. 

- Big problem in booking appointments more than 2-3 weeks ahead. I work overseas a lot 
so 3-6 weeks ahead is really important. 

- An appointment with the Doctor seems to be about 3 weeks leading. 
- Generally I would say the service is ‘ok’. Lack of ability to book appointments and not 

convenient for those who work during the week. 
- The Patient Information Screen scrolls too quickly. 
- Too long to wait to see Doctor’s as too many outsiders are coming in. 
- A clear notice / message is needed to promote this very good system – SystmOne. 
- Sometimes the website is not up-to-date. (3) 
- For Open Surgery it would be good if you were told where you are in the queue so you 

know how many people are in front of you. (Patient came in 20mins after me and went 
into Doctors before me so may wait was for 2.5 hours instead of 2.25 hours.) 
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- I fear that I won’t develop the same relationship of trust and respect with other Doctors as 
I did with Dr Wood – it concerns me. 

- As I work full time (Mon – Fri) it would be nice to have a late night or early morning 
Surgery as I don’t have the time to sit and wait at drop in Surgery. This service would be 
beneficial for those working full time as it is very hard to get an appointment. 

- Would be great if you provided free Wi-Fi to alleviate the boredom when waiting as there 
is no mobile (internet) coverage here! 

- The Reception desk is quite high – slightly off-putting for children, wheelchair users and 
shorter people. 

- I have medical insurance so my clinical experience may be influenced by this. 
- More variety of children’s toys would be great as I noticed my children get bored with the 

toys if they have to wait a while. 
- Book an appointment through Reception not SystmOnline as receive a text confirmation. 
- Unaware of how Aldborough service compares to other Practices in the area. 
- I am not aware of SystmOnline or the Surgery website, it may be helpful if patients were 

made aware at Reception? Now that I know they exist I will enquire as to how to use 
them. 

- Even booked appointment have a wait. 
- Patient Information Screen information not up to date. 
- I was rather shocked to see in December 55 people did not attend their appointments, 

they should be fined for not attending the Surgery, and it’s not fair to patients wanting 
appointments. 

- Used SystmOnline for repeat prescriptions – times out very quickly. 
- Only on a walk in Surgery can I see a GP on the same day – sometimes I am unable to do 

so. 
- Was no aware SystmOnline allowed appointment booking. 
- The Patient Information Screen was not turned on. (6) 
- Do not trust SystmOne for appointments and prescriptions. 
- Other friends and family live outside this area so unlikely to recommend. (3) 
- Not confident in Data Protection so do not use SystmOnline. 
- Haven’t registered for SystmOnline. 
- Did not know about the Patient Information Screen. (2) 
- Do not use / visit the Surgery website. (15) 
- I have to face my mind of paramount pending issues at this present time before using 

SystmOnline. 
- No internet access. (21) 
- I was not aware of the Surgery website. (9) 
- I’ve only used the Dispensary once and they couldn’t get the prescription so I had to go 

elsewhere. 


