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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 November and December 
2013.  A total of three hundred (300) questionnaires were given to patients seeing a Clinician 
during this period with two hundred and sixty three (263) 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'. 
 
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, Nurse Melanie Dyball and Nurse Judith Tizzard. 
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Q1. How do you rate the way you are treated by receptionists at your GP practice? 
 

 Numbers Percentage % 

Excellent 156 60 

Very good 81 31 

Good 20 8 

Fair 1 0 

 
Q2. Bearing in mind the Department of Health states we must aim to see our patients 
 within 48 hours.   
 
 a) How would you rate our current service? 
 

 Numbers Percentage % 

Same Day 109 44 

Next Working Day 34 14 

Within 2 Working Days 28 11 

Within 3 Working Days 16 6 

Within 4 Working Days 12 5 

5 or more Working Days 19 8 

Does not apply 30 12 

 
 b) How do you rate this? 
 

 Numbers Percentage % 

Excellent 111 46 

Very good 43 18 

Good 39 16 

Fair 15 6 

Poor 6 2 

Very poor 4 1 

Does not apply 21 9 

 
Q3. If you need to see any GP/Nurse urgently, can you normally get seen on the same 
 day? 
 

 Numbers Percentage % 

Yes 161 64 

No 11 4 

Do not know / Never needed to 81 32 

 
Q4. If you need to speak to any GP/Nurse urgently, can you normally speak to them on 
 the same day? 
 

 Numbers Percentage % 

Yes 175 69 

No 3 1 

Do not know / Never needed to  77 30 
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Q5. Do you use SystmOnline for appointment booking / cancellation and requesting 
 prescriptions? 
 

 Numbers Percentage % 

Yes 49 19 

No 204 81 

 
 If you answered no, could you please explain why? 
 

 Numbers Percentage % 

Do not know what it is 100 56 

Too difficult 21 12 

No internet access 56 32 

 
Q6. Thinking of times you have telephoned the practice to speak with a GP/Nurse, how 
 do you rate the following, taking into consideration that times are allocated daily for 
 telephone call return. 
 
 a) Ability to get through to the receptionist of the telephone. 
 

 Numbers Percentage % 

Excellent 79 31 

Very good 107 42 

Good 41 16 

Fair 8 3 

Do not know / Never tried 17 7 

 
 b) When you have requested a telephone consultation with the GP/Nurse, how 
  do you find the 'call back' service? 
 

 Numbers Percentage % 

Excellent 64 26 

Very good 76 31 

Good 38 16 

Fair 9 4 

Poor 1 0 

Do not know / Never tried 54 22 

 
Q7. Thinking of your consultation with the GP/Nurse today, how do you rate the 
 following? 
 
 a) How thoroughly the GP/Nurse asked about your symptoms are how you are 
  feeling? 
 

 Numbers Percentage % 

Excellent 159 63 

Very good 68 27 

Good 15 6 

Fair 1 0 

Does not apply 8 3 
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 b) How well the GP/Nurse listened to what you had to say? 
 

 Numbers Percentage % 

Excellent 172 69 

Very good 64 25 

Good 11 4 

Fair 1 0 

Does not apply 3 1 

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

 Numbers Percentage % 

Excellent 161 65 

Very good 57 23 

Good 9 4 

Fair 1 0 

Does not apply 20 8 

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

 Numbers Percentage % 

Excellent 150 60 

Very good 68 27 

Good 11 4 

Fair 1 0 

Does not apply 19 8 

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

 Numbers Percentage % 

Excellent 149 61 

Very good 68 28 

Good 11 4 

Fair 1 0 

Does not apply 16 7 

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

 Numbers Percentage % 

Excellent 158 64 

Very good 68 28 

Good 13 5 

Fair 3 1 

Does not apply 5 2 
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 g) The GP/Nurses patience with your questions and worries? 
 

 Numbers Percentage % 

Excellent 175 70 

Very good 61 24 

Good 9 4 

Fair 1 0 

Does not apply 4 2 

 
 h) The GP/Nurses caring and concern for you? 
 

 Numbers Percentage % 

Excellent 178 71 

Very good 62 25 

Good 8 3 

Fair 1 0 

Does not apply 2 0 

 
Q8. We have a Patient Information Screen within the waiting area which is updated on a 
 regular basis 
 
 a) Are you aware of this? 
 

 Numbers Percentage % 

Yes 212 88 

No 29 12 

 
 b) Do you find the information current and relevant? 
 

 Numbers Percentage % 

Yes 190 94 

No 13 6 

 
 c) Would you like details of our staff to be included? 
 

 Numbers Percentage % 

Yes 112 59 

No 79 41 
 
Q9. Thinking about your recent visit to Dispensary: 
 
 a) How do you rate our dispensing service? 

 

 Numbers Percentage % 

Excellent 149 62 

Very good 53 22 

Good 10 4 

Fair 4 2 

Does not apply 25 10 
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 b) How do you rate the way you are treated by dispensary staff? 
 

 Numbers Percentage % 

Excellent 159 67 

Very good 42 18 

Good 11 5 

Fair 3 1 

Poor 1 0 

Does not apply 22 9 
 
 c) Do we dispense your 'acute' prescription within half an hour? 
 

 Numbers Percentage % 

Yes 118 52 

No 2 1 

Does not apply 107 47 

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

 Numbers Percentage % 

Yes 180 76 

No 4 2 

Does not apply 51 22 

  
Q10. Are you aware of the surgery website? 
 

 Numbers Percentage % 

Yes  119 49 

No  124 51 

 
 a) If you answered yes, how do you rate the information shown? 
 

 Numbers Percentage % 

Excellent 28 22 

Very good 44 35 

Good 17 13 

Fair 9 7 

Poor 1 0 

Does not apply 28 22 

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

 Numbers Percentage % 

Do not know what it is  51 47 

Too difficult 10 9 

No internet access 48 44 
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Q11. We would like to ask patients for their views on newly introduced services or 
 information given to patients. Would you be interest in belonging to an ‘Opinions 
 Group’ or ‘Virtual PPG’ which would be set up using e-mail? 
 

 Numbers Percentage % 

Yes   68 28 

No  173 72 

 
Q12. Do you use the self check-in screen in the waiting area? 
 

 Numbers Percentage % 

Yes   153 61 

No  99 39 

 
 If you answered no, could you please explain why? 
 

 Numbers Percentage % 

Did not know it was there  14 14 

Prefer to speak with a receptionist 78 80 

Too difficult 5 5 

 
Q13. Would you recommend this Surgery to your local friends and family or those 
 moving within the area? 
 

 Numbers Percentage % 

Yes  250 100 

No 0 0 

 
 Could you please explain the reason for your answer? 
 
- Always helpful and ready to listen 
- Friendly and accessible 
- Very good service, friendly, modern, pharmacy on site 
- Because it is excellent 
- Efficient and friendly service 
- Best practice in the area 
- In general the service is excellent. Dr Wood is a marvellous Doctor, the first I’ve ever met 
 who actually listens with great attention. The practice is great, efficient but above all 
 ‘human’ 
- I find this surgery extremely good in every way, in fact it is as good as being private! 
- Excellent service all round, with additional benefits of morning open surgery 
- Very good 
- Good staff and GP advice and walk in appointment system if needed 
- Local, convenient and friendly 
- The Doctors, Nurses and other staff are very thorough and appear to be interested in your 
 welfare and it is always easy to get an appointment 
- The Doctors are excellent and the staff friendly and helpful 
- Satisfied 
- Because I think we are very lucky to have the wonderful service of this surgery and 
 everybody in it 
- Find it very good and efficient 
- It is a friendly practice and looks after its patients well 
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- Definitely recommend 
- Overall excellent surgery and staff 
- I have found the surgery and dispensary excellent 
- I always recommend. Excellent service from the receptionists, Doctors and Nurses. 
 I’ve never heard a bad word about the surgery - only good things. 
- I am a new patient here. They have been great. 
- Open surgery is an excellent service on a daily basis - staff friendly and efficient 
- In general surgery is good 
- Very good Doctors and Receptionists. Don’t often need to see the Nurses but when we 
 have they are also very good 
- Very helpful staff and Doctors and Nurses 
- All surgery staff are friendly, approachable, efficient and responsive 
- Very friendly, lovely Doctors 
- Service is excellent, always helpful 
- Very satisfied with the service given 
- Better than any others in the area 
- Would recommend, from personal experience of the service 
- A good service with no qualms to seeing anyone here 
- Very helpful staff, relaxed atmosphere, especially helpful dispensary staff and Nurse 
 Melanie 
- I answered yes because the practice is very good 
- I have recommended to others 
- Have no hesitation in recommending this surgery to family and friends who have recently 
 moved into the area 
- We are extremely lucky here (from what I hear from other people elsewhere) at this 
 excellent practice 
- Very fortunate to have such a high standard of care 
- Good service and understanding 
- Because I have always been impressed by the care and attention given, this is a very 
 good practice 
- You are very patient aware and caring, love talking to the reception desk 
- Always have time to spend with the patient. If no appointments, free to sit and wait each 
 morning 
- Local and friendly service 
- You have a Walk In Surgery. No phone appointments from Doctor - how can a Doctor see 
 how you look over a phone! 
- Excellent service 
- Very satisfied with the way the surgery is run 
- First class service, very well looked after 
- Local, convenient and friendly 
- Best surgery we have ever been to, treated with respect and loving care 
- Good surgery access to a GP - Mon - Fri mornings, although a long waiting time 
- This is an organisation with ‘heart’. Personal - not the opposite. If I am to ‘pop my clogs’ I 
 can’t think of a better place to be informed of the danger 
- Brilliant service 
- We always get an appointment with a GP on the same day if we are willing to wait in 
 ‘Open Surgery’ 
- The availability of an ‘Open Surgery’ system. The caring attitude of all the medical staff 
- I am happy with my treatment 
- The staff and GPs seem caring and efficient. The Surgery and Dispensary are quiet, calm, 
 tranquil, soothing, clean. It seems to run like a ‘well - oiled machine’ 
- Very helpful 
- We have always found the surgery to be excellent 
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- Excellent care 
- I would recommend this practice to anyone. I have belonged to other practices since I 
 moved to North Norfolk and found this practice by far the best. I have been dealt with 
 compassion, understanding and never ever been made to feel a nuisance. Thank you.- I 
 have always received a professional attitude from every member of the surgery I have 
 ever interacted with. I have recommended the surgery on many occasions and will 
 continue to do so. 
- Excellent care for patients 
- Friendly, generally good 
- Better than travelling further 
- Modern practice. Dr Fleming is always caring and listens. Offers advice or meds as 
 needed. Ability to see GP with ‘Open Surgery’ for emergencies. 
- The service is good all round. The GPs I see are excellent and the staff are very helpful. I 
 trust the practice. 
- Excellent service 
- 17 years of excellent service 
- Excellent service 
- Always available 
- Very helpful 
- A very efficiently run practice 
- Friendly caring service, test results returned quickly 
- Encourage personal lists, everyone from receptionists to Doctors appear to have time 
- You have Walk In Surgery daily and first class service. Very friendly and caring telephone 
 manner 
- Surgery very good and helpful 
- This surgery is fantastic! The staff are always welcoming and kind. The GPs take time to 
 ask good questions and the early morning ‘Walk In’ access is wonderful 
- This is a good practice which cares for its patients. It works well within the constraints now 
 placed on it by successive uncaring governments and those with vested interests, which 
 were and are not within the spirit initially intended for the NHS. Well done! 
- This surgery is most excellent. Totally friendly. Mostly discreet plus dispensary on 
 premises, very good 
- It is local and the waiting time is minimal - ‘use it or lose it’ 
- I think the surgery offers a system of good service - it always has shown a great deal of 
 interest in any problems and I am very content with my treatment 
- Friendly, excellent facilities, good space and decor 
- Helpful, friendly surgery 
- Very good service 
- Personal service hard to beat - anywhere 
- The service here is excellent. All the staff I’ve found have always been helpful and 
 everyone kind - a very unique surgery 
- Because I am very happy with the care here and I’m aware through work how crap 
 Cromer is, so I prefer to drive out to here 
- Great service - Dr Wood is a local treasure 
- You provide a good service 
- I would very much recommend this surgery 
- Very good service 
- Excellent in every way. Pleasant and helpful staff and very good Doctors 
- Sit and wait option every morning is excellent as I know I can see a GP when I need to 
- We are very lucky to have such an excellent surgery in the village 
- Have always had very positive experiences and high level of care 
- The most friendly service from everyone concerned at Aldborough. It is one big happy 
 family - thank you for that. Never once have I had to moan about anyone or anything 
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- Friendly and helpful staff.  Very understanding and supportive.  A very good service. 
- I don’t know of any other surgery that offers same day consultations and this is a very 
 excellent service 
- Very good service 
- Great service 
- Always been looked after very well especially around the time of my transplant 
- Excellent service. 
- Much better than Sheringham 
- Very good service. Have recommended to a few people already 
- The best in Norfolk 
- Excellent service in every area, the patient’s needs are thought about and delivered in a 
 manner that surpasses any other surgery in this area or in 8 other areas of the country 
 that I have lived in previously. I am very grateful to be a patient at Aldborough Surgery 
- Could not ask for a better GP service, both medical and support staff excellent 
- I have had consistent and excellent care over the 27 years I have lived in this area. I come 
 in regularly and everyone is helpful, kind and friendly 
- Friendly service by all 
- Splendid resource 
- Firstly I met Dr Wood and I found his personality so warm and friendly within the Surgery. 
 Coming through the door next to the Pharmacy we both said ‘hello’ - I felt that it’s OK 
 here. I met a couple living on the coast this year who asked me the directions to the 
 surgery to register as they said these GPs are good, I agreed with them 
- Have been at this practice for years, the service I and my family receive is fantastic 
- I have been at this surgery from birth apart from 3 years when I lived out of the area in 
 Sheringham. The surgery here is so much better and I could write an essay! All your staff 
 and working practices are brilliant and the morning surgery where you sit and wait are so 
 amazing - please never stop these! I have not a bad word to say about this surgery it is 
 fantastic 
- Helpful, friendly, clean, happy environment 
- Walk In Surgery every day and helpful staff 
- Much better than Sheringham, treated as a human being 
- I have always been very satisfied with the Surgery and have recommended it to 
 newcomers to the area 
- I’ve found it very good 
- I have always found the surgery excellent in the care they all give. Thank you all of you, 
 for what I think is a lovely surgery 
- Excellent service 
- I have been using this surgery for years and it has always been good for me 
- You can go in and wait to see a GP, a service a lot of the other surgeries do not offer 
- Excellent practice 
- It is the only surgery in North Norfolk that seems to treat its patients with respect and that 
 from all the staff. When my wife was dying from cancer we could not have asked or 
 expected anything more, you were all brilliant. Now my son is ill, he gets exactly the same 
 service, first class 
- I have always been extremely pleased with everyone at the surgery 
- Because it is fine 
- Only surgery I have used and have found it generally good 
- Excellent friendly surgery from all staff, nothing is too much trouble not treated as a 
 number 
- Have lived in West Norfolk for years prior and rate this higher. Friendlier and better 
 service 
- Good service and friendly 
- I am totally happy with almost all aspects of the care and attention the surgery gives 
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- Great sit and wait 
- Happy with the service and Doctors here 
- Highly recommended - all GP, Nurse, Receptionist and Pharmacy staff. We are lucky to 
 have you. Thank you all. 
 
Q14. We are interested in any other comments you may have.  
 
Positive Comments 
 
- Delighted and more than happy with the service my wife and I receive from Aldborough 
 Surgery. We are fortunate indeed. 
- My trip to the surgery is from Briston and would not change for the world, have been with 
 you 70 years 
- Hope service continues and does not decline 
- If all surgeries were as good as this one there would never be disgruntled patients 
- Keep up the good work. The Walk In Surgery every morning is brilliant 
- Reception are good at getting me same day appointments with Dr and Nurse or both on 
 some occasions 
- I have only seen the nurse once and I found her to be very nice and friendly 
- Very pleased the practice offers counselling, Mrs Amrei Harrison is excellent 
- I am very pleased since moving to the surgery’s catchment area with the service from 
 Doctors and Nurses 
- Excellent Doctors 
- As a fairly new patient with the practice I have found telephone contact and consultations 
 with all staff both professional and friendly 
- The surgery is highly rated - there is a very good ethos. A ‘local’ surgery catering for local 
 needs. It is hoped it will continue in this fashion in spite of pressures that may arise to 
 change. 
- All staff show concern and I am very happy to see them during my visits. Please keep it 
 up, you have defined the standard in my opinion 
- The care I have received at this surgery since I moved into the area has been excellent 
 and second to none I have received elsewhere 
- I am incredibly impressed with your service 
- Although I only come when necessary, all staff have time and patience. It is a pleasant 
 surgery and waiting room and no-one rushes you 
- Always happy with the service here and the caring people who work here 
- I would say it is one of the best, if not the best in the area 
- Excellent service all round 
- Long may this surgery continue - maintain the status quo 
- Your staff are charming. Perhaps the change from what used to exist in general terms has 
 passed me over because I don’t visit enough! That may change! I hope not.  Thank you 
 for your courtesy. 
- You could not find a better surgery 
- Excellence of service 
- The surgery is friendly and the staff, Doctors and Nurses are all happy to help 
- Good service and I like Open Surgery in the mornings 
- Good, friendly, Open Surgery in the mornings is good 
- In the 15 years that my wife and I have been registered with the practice we have always 
 received the most caring, attentive and professional treatment. No problem has been too 
 much for the staff. Accordingly, we have actively promoted the surgery to others when 
 they have discussed problems they are experiencing with their existing surgery 
- I hope all of the above will still prevail even if the practice becomes so popular that patient 
 numbers increase! 
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- Outstanding service - adapts well to the needs of the patients. Thank you. 
- I am always treated as a person and not just another patient by everyone 
- Brilliant here. All very nice people 
- Excellent treatment, thank you 
- I think we are lucky with our surgery - all very  good. Thank you 
- I do not think the residents of Aldborough always realise how well this surgery - 
 particularly the ‘open access’ - compares with others in Norfolk and appreciate you 
 enough. Thank you for your help 
- Well done in difficult times! 
- I have seen most Doctors here and I have no worries I am looked after well 
- Best surgery in Norfolk 
- Can’t fault my surgery in any way 
- Morning ‘drop in’ is excellent 
- Dr Wood and Dr Fleming run a great practice. The rest of the staff and nurses are also 
 very nice and polite and quite competent 
- Although a newly arrived patient, I have found the surgery helpful and friendly as well as 
 efficient 
- Please keep open surgery 
- Best practice in the area 
- Surgery very good always 
- I come from East Runton and would not get such good treatment etc from Cromer or 
 Sheringham, everyone makes you feel at ease 
- All serious matters/conditions have been recognised quickly and accurately and I have 
 been allocated excellent consultants when needed.  Follow up from any surgery has been 
 excellent 
-  I have found that the overall friendliness of all the Doctors and staff is very good. Also the 
 Village Care transport is an invaluable service for patients who need to use it and 
 extremely well run 
- I was visited at home on Thursday by Dr Baker and subsequently visited her at the 
 surgery today (Monday). On both occasions she has been exceptional. I never felt rushed, 
 she was thorough and wide thinking. Her manner is brilliant, friendly yet professional. Just 
 wanted to pass on my gratitude to her here …………… 
- I’ve always been looked after in the past and present 
- Always wonderful service over many years 
- All surgeries would do well if they were run like this. Patient for past 20 years. 
- Recently had a child and exceptionally pleased with my midwifery care and the 
 friendliness of staff towards me and my daughter 
- The Open Surgery is such a useful service for seeing the Doctor on that day if one feels 
 unwell and cannot wait for an appointment 
 
Action Points 
  
- Very unhappy that I had to go to Aylsham for a prescription - 3 times for same one. One to 
 collect form to measure appendage, then to give in prescription and the measurements 
 and third time to collect prescription.  And I was charged 2 prescription charges for 
 something that was listed as 1 item 
- Had time delay in obtaining information for travel vaccinations, even though forms had 
 been completed beforehand. Then had to go off to other Clinics - this could have been 
 informed at time of completing forms (where to obtain certain vaccinations)  
- Car park needs to be larger (probably not possible). Large number of spaces allocated to 
 staff and disabled, we should be able to use them if car park is full 
- In your confidentiality information you do not mention that the NHS includes lots of private 
 provision - so your information could be going to businesses 
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- Poor availability of GP appointments 
- The dispensary phone ordering lines should be available at all times suiting the patient not 
 the surgery. It seems they do things to suit themselves at the Doctors not considering of 
 the patients enough 
- A system in the morning so you do not have to queue for your place, when you have an ill 
 child, before the door is unlocked  
- Cost of treatment or medication should be made known to the patients (My prostap 
 injection every 3 months costs £225) 
- Not able to make Doctor’s appointment at short notice - 2 weeks is too long! 
- Locum Nurse on my previous visit was unable to take blood - took 4 attempts (I have good 
 veins) than rang me at 6pm and said more was required and booked me an appointment 
 three weeks later. No apology given, saw Melanie today - more blood not requested 
- The time to get appointments is too long! 12 years ago it was 1 - 3 days, now it can be 1 - 
 2 weeks! 
- When patients are waiting outside in the rain first thing, have some sort of card with 
 numbers to say who is where in the queue for the Doctor 
- Afternoon walk in clinic, as not always easy to come at morning time and if taken ill lunch 
 time/ afternoon having to wait until following morning to see a GP isn’t always possible 
- Although ‘Open Surgery’ means we can see a GP on the same day, it is often the case 
 that waiting for 2 or more hours is extremely uncomfortable with young children. Maybe 
 the receptionist could telephone with a time once the patient is on the list?  
- The wooden post outside the reception area has been damaged for many months now 
 and the tatty notice attached to it needs removing. If it is necessary to keep a notice, then 
 perhaps a more permanent one should be made 
- Out of hours access is difficult - I work full time and have to take time off to come 
- Generally the standard of care is very good.  However, it is a large practice and one can 
 often feel very anonymous. It would help to know who the staff were and to feel one had a 
 more personal relationship. 
- It is very hard to see a particular Doctor regularly, the nurses are great but there is a 
 growing tick box mentality eg. the annual asthma check up. I feel it is less because I need 
 one than someone has a target to meet! I have on occasion been treated with great 
 condescension by a particular member of the dispensary staff who makes me feel I have 
 inconvenienced her greatly 
- The only recent problem has been a long wait to see a nurse for tests which had an effect 
 on me because it was an important issue 
- When seeing the GP more time to sort things out 
- Can you get some more comfy chairs for the waiting area. I came to the Drop In the other 
 day and waited 2 hours and had a numb bum - but it is a very good service and I don’t 
 mind the wait  
- I got here 2nd and then was seen 5th 
- I know the Nurses are extremely busy, but you can hardly ever speak to a Nurse when 
 you phone between 11.30 and 12.00 as they are with patients. It then makes it harder to 
 receive results and you then have to phone again the next day. Could a different time be 
 allocated to phone them? 
- More availability for evening appointments, more often in the week as hard to see a GP if 
 I’m working or have to bring the children during working hours 
- Difficult to get an appointment as I work 5 days a week  
- Might be worth considering a text system for waiting/walk in surgery. A text sent 10 mins 
 before next available slot. 
- Feel that those without internet access are excluded 
- When waiting for Open Surgery, some people wait in their cars for various reasons, could 
 the receptionist ask who is first please 
- Photographs of staff with their status would be informative, thank you 
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- More female GPs would be good 
- Would like to see a clock in reception and if appointments are running late an idea of the 
 delay would be appreciated 
- I dislike waiting outside for an early morning appointment 
 
  
  
 
 
 
 
 
 

 


