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Aldborough Surgery 
GENERAL PRACITCE ASSESSMENT QUESTIONNAIRE 2013/2014 

ACHIEVEMENTS AND ACTION PLAN 
 

A comparison has been made between 2012/2013 and 2013/2014 results where similar questions have been asked.  Other areas are noted for action and 
general comments made on how we can improve and have already improved our level of service. 

 

 
Comment 
 

 
Action 

 
Bearing in mind the Department of Health 
states we must aim to see our patients 
within 48 hours, how would you rate our 
current service? 

 
In the 2012/2013 survey 58% of patients had an appointment within 48 hours - in comparison this survey 
concludes that 69% of patients were seen within the same timescale.  We are pleased to report that we have 
achieved a reduction in the waiting times, however are aware that this could have been greater, but due to a 
shortage of nursing hours (sickness) the opportunity to make further improvements in this area has been 
slower in progress than we would have wished. 
 
Our Integrated Care Programme has been running for approximately six months and the benefits are being 
seen with regard to waiting times and frequency of appointments.  If you would like further information 
regarding the Integrated Care Programme, please go to our website at www.aldboroughsurgery.co.uk or 
request a leaflet from the Reception Team.  
 

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

 
We are pleased to report a significant increase in this area. In 2012/2013 44% responded Yes - this survey 
shows that this has risen to 64%.  We will continue to monitor our performance. 

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

 
In the 2012/2013 survey 51% of patients were able to speak to a clinician on that day, this has risen to 69%. 
This is extremely reassuring as we have shown a significant increase in both ‘seeing’ and ‘speaking’ - a 
considerable amount of work has been undertaken in this area - with the increase of nursing and GP hours 
and time allocated for telephone ‘triage/call back’ and further appointments. 
 

 
2012/2013 we asked: Are you aware of 
SystmOnline? 
 
 
 

 
In the 2012/2013 survey 47% stated that they were aware of the system, however, this year only 19% of those 

who were aware of it stated that they used the system for booking/cancelling appointments and requesting 
prescriptions.   
 
It was noted this year that 32% of patients do not have internet access. 

http://www.aldboroughsurgery.co.uk/
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2013/2014 we asked: Do you use 
SystmOnline? 

 
Further work will be carried out to highlight awareness of this service.  Leaflets explaining about SystmOnline 
are available from our website www.aldboroughsurgery.co.uk, from the Surgery and further information is 
available within the Practice.  If you are interested please ask for a leaflet and obtain your password from 
either the Dispensary or Reception teams to activate SystmOnline.  In 2014 the SystmOnline App for mobile 
telephones will be introduced. 
 

 
Ability to get through to the receptionist on 
the telephone? 

 
An increase on last year with 31% stating excellent in comparison to 28% in 2012/2013, and very good/good 
being 34% and 58% respectively, a massive increase.   
 
This has been achieved by more ‘back office’ telephone operators, more ‘staff and continuing professional 
development’ of staff. 
 

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

 
Again a very pleasing response, in 2012/2013 53% of patients stated it was excellent, very good or good. This 
survey response showed that 73% of patients stated it was excellent, very good or good.  
 
This has been achieved by allocating further time within consulting hours for telephone call back/triage.  We 
will continue to monitor this service. 
 

 
Questions about the consultation with a 
GP/Nurse 

 
All questions had a large increase on last year’s response, with percentages that we excellent, very good or 
good being around the 98% mark in all areas. We are extremely pleased with this result and will continue to 
work on being ‘a best practice’ Surgery. 
 

 
We have a Patient Information Screen 
within the waiting area which is updated on 
a regular basis - are you aware of this? 

 
We are pleased to report that 88% of patients surveyed are aware of our Patient Information Screen, we 
intend to continue to develop this running different items on different days of the week.  We have already 
begun to advise via the screen of the following:- 
 
- who is on call Doctor that day 
- who is Open Surgery Doctor that day 
- which Nurses are on duty 
- how long you may wait 
- the amount of people who did not attend their appointment and the wasted clinical hours 
 
We are also adapting our Check In Screen to provide more ‘one off’ relevant data and prompts for patients. 
 
94% of those who were aware of the Patient Information Screen stated the information was current and 
relevant. 

http://www.aldboroughsurgery.co.uk/
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Would you like details of our staff to be 
included? 

 
Prior to the extension and refurbishment we had photographs of staff members with their Job Title in the 
Reception area. We were unsure whether this was something patients would like us to re-instate.  The 
response from the survey was that 59% would like staff included and 41% said no. 
 
Therefore we will begin to take photographs and add a Job Title and First Name to each staff member with an 
idea of their role, in order to help patients identify the correct person to speak with should they require 
information. 
 

 
How do you rate our dispensing service? 
Do we dispense your ‘acute’ prescription 
within half an hour? 

 
Again we are pleased to report that we dispense your ‘acute’ prescription quickly unless there is a problem 
with supplier in which case a prescription has to be signed.  In 2011/2012 we achieved 96% and this year we 
have achieved 98%.  We will continue to monitor our performance.  We are pleased with this increase as 

unfortunately there have been many issues with supply of medicines due to wholesaler shortages. 
 

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

 
Again we are pleased to report that we have kept our excellent standard of 98%. The only reason we are not 
able to undertake our two days is if medication cannot be obtained by the wholesaler, causing a delay or 
needing a prescription to be taken elsewhere. We are proud of our continuing good performance. 
 

 
Are you aware of the surgery website? If 
so, how do you rate the information shown? 

 
We have been advertising our surgery website for many months now using the Patient Screen, the Practice 
Leaflet, including the address on all communication and directing patients to the information shown - however, 
we can report only a small increase in awareness since last year - in the 2012/2013 survey 46% were aware 
of the website with 49% this year.  We will endeavour to continue to promote this source and the information 

provided therein. This website also has a link from the Aldborough Village website.  Please note this is a 
valuable source of information regarding our services and where to go in a case of emergency. 
 
Patients that had accessed the website were very pleased with the contents - only 10 patients marked this as 
fair. We will continue to add pertinent information.  It is noted that quite a high percentage of patients do not 
have internet access, this will therefore affect the result. 
. 

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

 
We had an overwhelming response of 100% with all patients saying they would recommend our Surgery. 
Many lovely comments were made regarding all staff members.  Comments made regarding specific staff will 
be added to their personnel files and comments made will be added to our website.  Thank you. 
 

 
We asked you to explain reasons for giving 
a ‘yes we would recommend’ response. 

 
Thank you for all the wonderful comments received - it is lovely to know that we provide a good personal, 
friendly, efficient service to our patients and that many appreciate the extra ‘effort’ we put into our patient care. 
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There were few action points, but I will 
address these: 

 
Had time delay in obtaining information for travel vaccination, even though forms had been completed 
beforehand. Then we had to go to other clinics 
 
It does state quite clearly that two weeks is required for this service and also that some vaccinations are not 
available and to speak with a receptionist. We will further highlight this for patients. It is also noted yearly on 
our Patient Newsletter that this is the case. 
 

 
The car park needs to be larger: 

 
Unfortunately this is not possible due to drainage and planning restrictions. Patients can park in the staff only 
section should the other area of the car park be full.  However it is requested that disabled spaces are kept 
available. 
 

 
Poor availability of GP appointments: 

 
This observation is not specific, however, if an appointment is deemed to be urgent by a GP an emergency 
slot will be given, otherwise there are always GP appointments available for non urgent appointments, usually 
within 2 days (with any GP), as our results show - or slightly longer with a specified GP, unless of course 
Open Surgery is visited.  Please note that Open Surgery is for acute problems and not for on-going review.   
 

 
Dispensary phone ordering times are not 
patient friendly: 

 
We allocate specific times each day, as advertised, for telephone repeats, this is allocated in order to allow 
Dispensers to concentrate on the dispensing of medication without interruption.  Medication can also be 
ordered, by fax, e-mail, by post, by outside post box or through SystmOnline.  Many Surgeries do not 
undertake telephone ordering, however, we have retained this service as we realise for many patients this is 
the easiest option. 
 

 
Queuing in the morning for Open Surgery - 
people do not keep to order: 

 
This comment has been made by a few patients, unfortunately we are not in a position to provide numbers, it 
is felt that people may come the night before and take the tickets, thus making it still unfair. It has been 
commented that we should have an external computer system for patients to book into. This is not possible 
due to patient confidentiality and obvious external factors.  Patients must take responsibility for stating their 
place in the queue and make this known when receptionists ask ‘who was first’. 
 

 
Open Surgery: 

 
Comments regarding the waiting time - unfortunately we are not able to second guess this, each day is 
different and we are not sure how long the wait will be. We have added information to the Patient Information 
Screen to inform of the wait time, but it is impossible for receptionists to text or ask patients to come back at a 
certain time as each consultation is allocated 10 minutes, but of course some take a longer time and some are 
shorter.  It should be noted that these Open Surgery appointments should be for ‘acute’ on the day problems 
only and not for on-going review, in this instance an appointment should be made and a longer duration 
requested. 
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Nurse telephone appointment slots for 
results: 

 
We allocate between 11.30 and 12.00 each day for telephone calls. However, due to emergencies and patient 
demand on time slots it is not always possible for the nurse to be free at this time.  If you leave a telephone 
number the nurse will return your call during the day. However, it should be noted that as part of the 
Integrated Care Pathway patients will be telephoned with their results and on-going management, and other 
tests taken will be kept on file and you will only be contacted should any further action or discussion be 
needed on receipt of said results.  Therefore in most cases a request for results is not necessary.   
 
We do provide this service in order to discuss results with patients and to ‘put minds at ease’. We would 
request that you leave at least 5 working days after having your tests undertaken for the results to be returned 
from the hospital before telephoning.  However, it must be said that we will contact you immediately once the 
results are returned if there is a problem or you need to be seen. 
 

 
More female GPs requested: 

 
Two female GPs starting December 2013 to cover Dr Baker whilst she is on maternity leave.   
 

 
General Comment: 

 
It is to be noted once again that our survey response was very positive with very few negative comments or 
responses less than good. We will continue to monitor our performance. 
 

 
For a copy of the Practice Analysis: 

 
Please visit our website at www.aldboroughsurgery.co.uk.  A copy is available in Reception and in 
Dispensary. Or alternatively request a copy from the Patient Participation Group - via Nota Good at 
goodnita@hotmail.com or Jim Spiller at jim.spiller@zen.co.uk. 
 
Thank you to all patients who took the time to complete the questionnaires, your feedback is very important to 
us. 
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