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Background and how the survey was carried out

The General Practice Assessment Questionnaire (GPAQ) is a patient questionnaire which has been developed at the National Primary Care Research and Development Centre, at the University of Manchester, for the 2003 GP contract. Building on several years of development and testing, GPAQ helps practices find out what patients think about their care. It specifically focuses on aspects of general practice that are not covered elsewhere in the Quality and Outcomes Framework - for example, access, inter-personal aspects of care and continuity of care. GPAQ can either be administered by post, or after consultations in the surgery.

The  Access database has been developed by Cheshire Informatics Service to provide simplified data entry through an electronic GPAQ questionnaire and automated generation of the standard report and scale score.

The version of GPAQ used can generate the GPAQ spreadsheet as required for submission to NPCRDC to update the national benchmarks. It can also e-mail the completed forms to the PCT for further analysis.
The survey was carried out by the Lakeside Surgery in February 2009.   This followed a merger of Willowbrook Surgery and Lakeside Surgery in October 2008 giving a patient list size of over 27,000.  Questionnaires were distributed to patients following consultations and completed surveys were collected and entered into the Access database and Excel by Sam Scofield, business student.  The Access database was used for analysis of the GP questionnaires and Excel was used to analyse the questionnaires for nurses.  The practice achieved a response of 924 questionnaires overall, 601 of these were for the GP’s and 324 for the nurses.  
Summary of results – GP questionnaires
GPAQ evaluation questions

The following table summarises the individual scores for the evaluation questions in GPAQ, i.e. the ones where patients made a judgment about how good that aspect of care was. Each score is expressed as an average (mean) for all patients who completed the individual question. They are represented as a percentage of the maximum possible score, so the best possible score in each case is 100. This enables us to see the areas where the practice scores well and where improvement may be needed, both comparing aspects of care in the practice and comparing the practice with others. 

The figures in the right hand column contain current national GPAQ benchmarks for that question. Once again, these figures are expressed as percentages of the maximum possible score in this table. These are regularly updated on the GPAQ website. Details of how many patients completed each of the individual responses for each of these questions is given in full in appendix 1.

Patients are very satisfied with the opening hours and waiting times at the practice.  The questions 10a to 10h indicate how well the patients relate to their doctor and all scores were above the national benchmark.  

Continuity of care is always difficult in a large practice where patients are offered choice.  This could explain the lower rating in 4a and 9a.  The opening of our successful Same Day clinic means that patients often select this type of appointment and consequently can be seen by a doctor they don’t normally visit.  There has however been improvement in both of these areas and the practice will continue to offer appointments over a wide range of opening hours so that patients can, if they choose, see a particular doctor.


	
	Mean score
	GPAQ benchmark

	Q2. Satisfaction with receptionists
	75
	77

	Q3a. Satisfaction with opening hours
	75
	67

	Q4b. Satisfaction with availability of particular doctor
	53
	60

	Q5b. Satisfaction with availability of any doctor
	69
	69

	Q7b. Satisfaction with waiting times at practice
	63
	57

	Q8a. Satisfaction with phoning through to practice
	52
	59

	Q8b. Satisfaction with phoning through to doctor for advice
	61
	61

	Q9b. Satisfaction with continuity of care
	63
	69

	Q10a. Satisfaction with doctor's questioning
	83
	81

	Q10b. Satisfaction with how well doctor listens
	85
	84

	Q10c. Satisfaction with how well doctor puts patient at ease
	85
	84

	Q10d. Satisfaction with how much doctor involves patient
	83
	81

	Q10e. Satisfaction with doctor's explanations
	84
	83

	Q10f. Satisfaction with time doctor spends
	81
	80

	Q10g. Satisfaction with doctor's patience
	85
	84

	Q10h. Satisfaction with doctor's caring and concern
	85
	84

	Q11a. Ability to understand problem after visiting doctor
	66
	69

	Q11b. Ability to cope with problem after visiting doctor
	62
	66

	Q11c. Ability to keep healthy after visiting doctor
	60
	62




GPAQ report questions

Some GPAQ questions ask about specific experiences, or ask the patient for specific information. The responses to these questions are summarised here.



	Q3b. Additional hours requested
	Number of responses

	Mornings
	33

	Lunchtime
	17

	Evenings
	86

	Weekends
	175

	None
	293






	Q4a. Availability of particular doctor
	Number of responses

	Same day
	75

	Next working day
	91

	Within 2 working days
	103

	Within 3 working days
	76

	Within 4 working days
	75

	5 or more working days
	124

	Does not apply
	38






	Q5a. Availability of any doctor
	Number of responses

	Same day
	250

	Next working day
	120

	Within 2 working days
	95

	Within 3 working days
	27

	Within 4 working days
	13

	5 or more working days
	22

	Does not apply
	38




 LINK Excel.Sheet.8 "C:\\Documents and Settings\\Anne Amos\\My Documents\\New GMS contract\\GPAQ survey\\GPAQ Lakeside\\Totalpracticer.xls" Formula's!R24C23:R27C24 \a \r \* MERGEFORMAT 

	Q6. Same day urgent availability of doctor
	Number of responses

	Yes
	390

	No
	59

	Don't know/never needed to
	106





	Q7a. Waiting time at practice
	Number of responses

	5 minutes or less
	114

	6-10 minutes
	284

	11-20 minutes
	134

	21-30 minutes
	18

	More than 30 minutes
	5






	Q9a. Continuity for seeing same doctor
	Number of responses

	Always
	81

	Almost always
	157

	A lot of the time
	88

	Some of the time
	120

	Almost never
	55

	Never
	11




Demographics

The following tables display the demographic data collected in GPAQ.



	Q12. Sex
	Number of responses

	Male
	200

	Female
	368






	Q13. Age
	Number of responses

	Up to 44 years old
	187

	45 years old and above
	358

	Mean
	51.6






	Q14. Long standing illness, disability or infirmity
	Number of responses

	Yes
	277

	No
	234






	Q15. Ethnic group
	Number of responses

	White
	542

	Black or Black British
	1

	Asian or Asian British
	6

	Mixed
	7

	Chinese
	0

	Other ethnic group
	3






	Q16. Accommodation status
	Number of responses

	Owner-occupied/ mortgaged
	373

	Rented or other arrangements
	168






	Q17. Employment status
	Number of responses

	Employed (full/part time, self-employed)
	258

	Unemployed
	14

	School or full time education
	18

	Long term sickness
	53

	Looking after home/family
	38

	Retired
	165

	Other
	8




For all other frequency distribution tables that have not been included in the report so far, please refer to appendix 1.
Comparison of Last 3 years surveys

	
	Mean score
	Bench

Mark

	
	2008/2009
	2007/2008
	2006/2007

	Q2. Satisfaction with receptionists
	75
	78
	74
	77

	Q3a. Satisfaction with opening hours
	75
	72
	67
	67

	Q4b. Satisfaction with availability of particular doctor
	53
	59
	48
	60

	Q5b. Satisfaction with availability of any doctor
	69
	77
	60
	69

	Q7b. Satisfaction with waiting times at practice
	63
	67
	57
	57

	Q8a. Satisfaction with phoning through to practice
	52
	63
	50
	59

	Q8b. Satisfaction with phoning through to doctor for advice
	61
	72
	60
	61

	Q9b. Satisfaction with continuity of care
	63
	66
	57
	69

	Q10a. Satisfaction with doctor's questioning
	83
	82
	81
	81

	Q10b. Satisfaction with how well doctor listens
	85
	85
	83
	84

	Q10c. Satisfaction with how well doctor puts patient at ease
	85
	85
	83
	84

	Q10d. Satisfaction with how much doctor involves patient
	83
	83
	81
	81

	Q10e. Satisfaction with doctor's explanations
	84
	85
	83
	83

	Q10f. Satisfaction with time doctor spends
	81
	82
	81
	80

	Q10g. Satisfaction with doctor's patience
	85
	85
	83
	84

	Q10h. Satisfaction with doctor's caring and concern
	85
	84
	84
	84

	Q11a. Ability to understand problem after visiting doctor
	66
	70
	69
	69

	Q11b. Ability to cope with problem after visiting doctor
	62
	67
	65
	66

	Q11c. Ability to keep healthy after visiting doctor
	60
	65
	62
	62


The survey this year shows improvement has been maintained throughout the upheaval of  the merger of Willowbrook Surgery with Lakeside Surgery and implementation of the new 8 to 8 Walk In centre.  

Appendix 1
Frequency distribution tables not included in the main body of the report


	Q1. Number of visits to doctor in last 12 months
	Number of responses

	None
	27

	Once or twice
	186

	Three or four times
	176

	Five or six times
	94

	Seven times or more
	96






	Q2. Satisfaction with receptionists
	Number of responses

	Very poor
	5

	Poor
	8

	Fair
	45

	Good
	155

	Very good
	227

	Excellent
	145






	Q3a. Satisfaction with opening hours
	Number of responses

	Very poor
	0

	Poor
	5

	Fair
	43

	Good
	176

	Very good
	223

	Excellent
	137






	Q4b. Satisfaction with availability of particular doctor
	Number of responses

	Very poor
	22

	Poor
	86

	Fair
	150

	Good
	132

	Very good
	88

	Excellent
	60

	Does not apply
	36






	Q5b. Satisfaction with availability of any doctor
	Number of responses

	Very poor
	13

	Poor
	24

	Fair
	72

	Good
	139

	Very good
	116

	Excellent
	138

	Does not apply
	38






	Q7b. Satisfaction with waiting times at practice
	Number of responses

	Very poor
	1

	Poor
	19

	Fair
	127

	Good
	188

	Very good
	144

	Excellent
	47






	Q8a. Satisfaction with phoning through to practice
	Number of responses

	Very poor
	50

	Poor
	51

	Fair
	153

	Good
	167

	Very good
	97

	Excellent
	40

	Don't know/ never tried
	15






	Q8b. Satisfaction with phoning through to doctor for advice
	Number of responses

	Very poor
	18

	Poor
	28

	Fair
	65

	Good
	105

	Very good
	90

	Excellent
	48

	Don't know/ never tried
	189






	Q9b. Satisfaction with continuity of care
	Number of responses

	Very poor
	14

	Poor
	34

	Fair
	82

	Good
	173

	Very good
	135

	Excellent
	69






	Q10a. Satisfaction with doctor's questioning
	Number of responses

	Very poor
	0

	Poor
	5

	Fair
	19

	Good
	104

	Very good
	179

	Excellent
	230

	Does not apply
	10






	Q10b. Satisfaction with how well doctor listens
	Number of responses

	Very poor
	0

	Poor
	1

	Fair
	16

	Good
	86

	Very good
	181

	Excellent
	256

	Does not apply
	4






	Q10c. Satisfaction with how well doctor puts patient at ease
	Number of responses

	Very poor
	0

	Poor
	0

	Fair
	10

	Good
	87

	Very good
	167

	Excellent
	221

	Does not apply
	53






	Q10d. Satisfaction with how much doctor involves patient
	Number of responses

	Very poor
	0

	Poor
	1

	Fair
	25

	Good
	80

	Very good
	188

	Excellent
	201

	Does not apply
	43






	Q10e. Satisfaction with doctor's explanations
	Number of responses

	Very poor
	0

	Poor
	3

	Fair
	22

	Good
	83

	Very good
	170

	Excellent
	248

	Does not apply
	20






	Q10f. Satisfaction with time doctor spends
	Number of responses

	Very poor
	0

	Poor
	3

	Fair
	29

	Good
	116

	Very good
	176

	Excellent
	210

	Does not apply
	7






	Q10g. Satisfaction with doctor's patience
	Number of responses

	Very poor
	0

	Poor
	2

	Fair
	14

	Good
	94

	Very good
	165

	Excellent
	250

	Does not apply
	14






	Q10h. Satisfaction with doctor's caring and concern
	Number of responses

	Very poor
	0

	Poor
	1

	Fair
	20

	Good
	89

	Very good
	165

	Excellent
	255

	Does not apply
	7






	Q11a. Ability to understand problem after visiting doctor
	Number of responses

	Much more than before the visit
	220

	A little more than before the visit
	175

	The same or less than before the visit
	71

	Does not apply
	71






	Q11b. Ability to cope with problem after visiting doctor
	Number of responses

	Much more than before the visit
	194

	A little more than before the visit
	166

	The same or less than before the visit
	87

	Does not apply
	80






	Q11c. Ability to keep healthy after visiting doctor
	Number of responses

	Much more than before the visit
	176

	A little more than before the visit
	140

	The same or less than before the visit
	95

	Does not apply
	109
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