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RESPONSE RATE:

270 Questionnaires distributed in the Practice and 268  were returned.  Which gave an overall return rate of 99.2% .
…………………………………………………………………………………………

FRIENDS AND FAMILY TEST


How likely are you to recommend our GP practice to friends and family if the needed similar care or treatment?

Of the 268 returned questionnaires, 34 did not enter any response. Of the remaining 234 responses, the outcome was:
Extremely likely 



=  144


    61.5%
Likely





=    76


    32.4%

Neither likely nor unlikely


=    11


      4.7%
Unlikely




=     0


      0.0%
Extremely unlikely



=     1 


      0.5%
Don’t know




=     2


      0.9%
Making an appointment 
1 = very dissatisfied; 2 = dissatisfied; 3 = neither satisfied or dissatisfied; 

4 = satisfied; 5 = very satisfied

Qu 1 : How satisfied are you with the services provided by reception?

Of the 268 returned questionnaires,  1 did not enter any response.  Of the remaining 267 responses, the outcome was:

Very dissatisfied 

           =      1.0 replies              0.4%   
  


Dissatisfied



=      6.0 replies              2.2%



Neither satisfied or dissatisfied
=    20.0 replies              7.5%
  


Satisfied



=    95.0 replies
     35.6%



Very satisfied


=  145.0 replies             54.3%
Qu 2 : How satisfied are you with the ease of making an appointment to see a doctor?

Of the 268 returned questionnaires, 3 did not enter any response.  Of the remaining 265 the outcome was:

Very dissatisfied 


=      11.0 replies
       4.2%
  
Dissatisfied



=      21.0 replies             7.9%


Neither satisfied or dissatisfied
=     50.0 replies            18.9%



Satisfied



=     84.0 replies            31.6%
 


Very satisfied


=     99.0 replies
     37.4%

Qu 3 : How satisfied are you with our opening hours?
Of the 268 returned questionnaires, 5 did not enter any response.  Of the remaining 263 responses, the outcome was:

Very dissatisfied 


=     1.0 replies
         0.4%



Dissatisfied



=     9.0 replies                  3.4%       


Neither satisfied or dissatisfied
=    29.0 replies               11.0% 



Satisfied



=    84.0 replies               32.0%


          Very satisfied

                      = 140.0 replies                53.2%

Qu 4:Did you know that you can book a longer appointment if needed?

Of the 268 returned questionnaires, 3 did not enter any response.  Of the remaining 265 responses, the outcome was:


Yes




=   150 replies                 56.6%        

No 




=   115 replies                 43.4%    


Qu 5:  Did you know that you can book GP appointments up to two weeks in advance?
Of the 268 returned questionnaire, 4 did not enter any response.  Of the remaining 264 responses, the outcome was: 

Yes




=   157 replies                 59.5%

No 




=   107 replies                 40.5%          

Qu 6:  Did you know that you can book an appointment with a Nurse Practitioner instead of a doctor for minor conditions?

Of the 268 returned questionnaires, 4 did not enter any response. Of the remaining 264 responses, the outcome was:

Yes




=   241 replies                 91.3%        


No 




=     23 replies                   8.7%   

Qu 7:  Have you used the practices extended opening hours for appointments?

Of the 268 returned questionnaires, 8 did not enter any response.  Of the remaining 260 responses, the outcome was:


Yes




=     89 replies                  34.2%        


No 




=   171 replies                  65.8%   

Arriving at the Surgery

Qu8:  How satisfied are you with the efficiently and friendliness of the staff on reception?
Of the 268 returned questionnaires,  6 did not enter any response.  Of the remaining 262 responses, the outcome was:

Very dissatisfied 


=      3.0 replies               1.1%   


Dissatisfied



=      5.0 replies               1.9% 


Neither satisfied or dissatisfied
=    22.0 replies               8.4% 


Satisfied



=    88.0 replies             33.6%   


Very satisfied


=  144.0 replies             55.0%

Qu9:  How satisfied are you with the environment and comfort of the waiting room?
Of the 268 returned questionnaires,  6 did not enter any response.  Of the remaining 262 responses, the outcome was:

Very dissatisfied 


=    2.0 replies               0.8% 


Dissatisfied



=    6.0 replies               2.3% 


Neither satisfied or dissatisfied
=    33.0 replies           12.6% 


Satisfied



=  106.0 replies           40.5% 

Very satisfied


=  115.0 replies           43.8%
Seeing a Doctor or a Nurse 
Qu10:  How satisfied are you with the care provided by the doctors?
Of the 268 returned questionnaires,   12 did not enter any response.  Of the remaining 256 responses, the outcome was:

Very dissatisfied 


=       4.0 replies               1.6% 


Dissatisfied



=       2.0 replies               0.8% 


Neither satisfied or dissatisfied
=     20.0 replies               7.8% 


Satisfied



=     66.0 replies             25.8.%   

           Very satisfied


=   164.0 replies             64.0%
Qu 11:  How satisfied are you with the care provided by the nurse?
Of the 268 returned questionnaires,  17 did not enter any response.  Of the remaining 251 responses, the outcome was:

Very dissatisfied 


=     1.0 replies              0.4% 


Dissatisfied



=     1.0 replies              0.4% 


Neither satisfied or dissatisfied
=   13.0 replies              5.2% 


Satisfied



=   50.0 replies            20.0%   

           Very satisfied


=  186.0 replies           74.0%

General Questions

Qu 12:   Have you arranged repeat prescriptions on-line?

Of the 268 returned questionnaires,  8 did not enter any response.  Of the remaining 260 responses, the outcome was:


Yes




=       48 replies          18.5%  


No 




=     212 replies          81.5%    

Qu13:    Have you booked appointments on-line?

Of the 268 returned questionnaires,  6 did not enter any response.  Of the remaining 262 responses, the outcome was:


Yes




=         46 replies           17.6%  


No 




=       216 replies           82.4%    

Qu14:   Have you used the NHS 111 service for non-life threatening urgent medical help?

Of the 268 returned questionnaires,  8 did not enter any response.  Of the remaining 260 responses, the outcome was:


Yes




=       158 replies           60.8%  


No 




=       102 replies           39.2%    

Qu 15:  Have you used the practice website www.claypathdoctors.co.uk?
Of the 268 returned questionnaires, 7 did not enter any response.  Of the remaining 261 responses, the outcome was:


Yes




=      77 replies             29.5%  


No 




=    184 replies             70.5%    

Qu16:  Have you every completed the Family and Friends Card when you attended the surgery?

Of the 268 returned questionnaires,  10 did not enter any response.  Of the remaining 258 responses, the outcome was:

Yes




=       19 replies             7.4%  


No 




=     239 replies           92.6%    

Qu 17:  Are you aware that the practice has a Patient Participation Group?
Of the 268 returned questionnaires,  19 did not enter any response.  Of the remaining 249 responses, the outcome was:


Yes




=      57 replies             22.9%  


No 




=     192 replies            77.1%    

Please share with use any additional thoughts you may have about the service or facilities the practice provides both positive and negative:

General 
The service is excellent and very professional. 
Great doctors – great nurses, problems always investigated and treated. 
All positive apart from one exchange with a receptionist who was having a bad day! 

Very satisfied with the practice.

I’m very glad I can come to this practice, as I don’t encounter the problems reported by my friend who are cheated of service. 

· Very difficult to book appointments
· Staff on reception not always friendly

· Doctors don’t always listen to problems

· No appointment available, even when told to ring at 8.30am 

My family have been patients at this surgery since 1963 and we have the utmost respect for the service we have received we could not have been treated better anywhere else.  Thank you. 

Overall I am very satisfied with the service provided at all levels.  The nurses/doctors/receptionists are friendly and approachable. 

Very happy with services and facilities.  

Wholly satisfied – no criticisms at all. 

.  Unclear what items we should see a nurse practitioner for rather than a doctor. 

.. Was not able to book a nurse using online booking system recently (suggested change)

… Generally very good but saw a doctor last year (!) for minor ailment.   She said it would need funding (?) and I’ve heard noting since!!! Presume she has done nothing on this front on not following up.  I’ll need further appointment to progress which is surely a waste of everyone’s time. 

We are very lucky to have such a good practice with quick reliable appointments at point of need – far better off than friends around the country. 

Excellent service, with very pleasant staff all are friendly and very kind.

This is an excellent practice.   Possibly try to have a clinic to check moles, etc without having to make an appointment to see a doctor. Only negative and not something that can be changed is the lack of parking in the surgery car park. 

Very caring, hardworking GP’s and helpful staff and receptionists.  GPs always supportive and can talk to them.

111 is a waste of time – to be avoided.

With the practice since 1999.  Happy with service throughout that time.  Thank you.
Nice practice, friendly staff and helpful doctors. First visit I couldn’t find the upstairs waiting room - would be good if it was better signposted. 

Very good indeed, a far better than the impression given in the media of general practice nationally.  A satisfied patient!  

Walk in and wait to see the Dr is a good service provided in lots of areas around the country.  At least you are guaranteed to see someone on the day! 
I have moved form a practice in Surrey (I was  with Claypath when we moved from Durham in 1991) – this is a much more ‘user friendly’ and so far my husband and I have been very happy with Claypath Medical Centre. 

A very effective and caring practice.  Thanks

We came to Durham in 1966 and immediately joined this surgery.  Now over 50 years later we use it more than ever.  It is excellent.  

Only used web site for repeat prescriptions. 

Mostly satisfied with the treatment provided.

Reception staff could be more welcoming. 

Nothing but satisfied

A great job by all.  (Particularly given NHS constraints)

No problems – a great surgery. 

Very understanding re children and care of the family (nurses, doctors and receptionists) especially understanding go looked after children and foster carers.

Enjoy online appointment and prescription option.  Keep investing in the resource.   Reception staff very helpful and friendly.  Nurses and doctors attention seems rushed or quick to move to the next patient/activity.  

Excellent service, phoned for an appointment for grandchild and seen straight away. 

Warm welcoming atmosphere. 

Excellent practice and I am extremely happy with it. 

I think the care and service at the practice is excellent, it is easier now I am retired for flexibility of appointments,  but it was hard when I worked. 

· Sometimes I would like to see a particular doctor a little more quickly than they are sometimes available. 

· Sometimes I wonder if patients with Type II diabetes could help others newly diagnosed? I am an ex-teacher so could help someone with it. 

· I would like to be able to get medication that I need to take daily more than 2 months at a time.   I’m not likely to store up metformin/pravastatin etc without putting myself in danger. 

The reception staff have been brusque at times, I understand that they are very pressurised but it can distressing to patients. 
Reception don’t smile much.

Excellent practice, receptionists, doctors and nurses are always helpful.
Some of the friendliest staff I have ever known, best doctors in the area by far. 

Practice is excellent though it is sometimes difficult to book an appointment, however the facility to book on line is a massive step forward from my point of view.  (It was always very difficult to get an appointment when starting work at 8.15am)

Extremely happy with the care from all the staff.  Definitely the best doctors I have visited. 
Happy with help and support (15 years) particularly with depression and general life factors. 

Reception team generally really helpful.  Drs Peat, Milne and Smith are always very helpful.  Always having trouble with repeat prescriptions. 

Excellent, thank you. 

I think we are very lucky with our practice. 

I have experience wonderful care from this practice at all levels.  Service fully maintained during recent staff shortages!

Since 2015, I have attended Claypath Medical Centre, and everything is fantastic, I would like to thank all doctors and staff. 

I have no complaints at all about the care and attention I have received from the doctors, nurses and staff. 

I have always (over 27 years) received caring and helpful service.  Impressed by prompt follow up for further treatment in hospital clinic. 

The care we have received from the GPs and nurses has been outstanding.  Always considerate and happy to help, which is reassuring with a new-born and during the first few months after birth.  From a professional perspective (I work for the University) the support the practices offers students (especially those with mental health issues) is very good.  Thank you to all the staff who work so hard to care for the community. 
Thank you Durham NHS for everything.  We realise that you are under pressure and do a great job.  Thanks also to the Patient Volunteer for doing this.  Warm wishes!!

I have recently registered with the GP Practice in June 2017 having previously been in Northumberland.   I am impressed with the efficiently and quality of service since I require regular treatment for a long term condition.  Thank you for this welcoming service. 

I have had very good care from this surgery although always aware of time restrictions. 

I am satisfied with the service provided. 

Extremely positive experience attending this surgery – very good family practice. 

Perhaps an information newsletter with developments would be helpful. 

111- not very helpful, no idea what you are talking about. 

Reception staff mean well but come across sharp and cold at times.   Otherwise the surgery runs well. 

I wasn’t aware that there was an extended opening hours for appointments on a Saturday morning so completely this questionnaire has made me aware of additional facilities the practice offers.

I think you provide an excellent service. Thank you!

Premises/Waiting Room

No water dispenser at Claypath.  No children’s toys.

I think the waiting areas are tired and in need of a refresh.

The music played in the upstairs waiting room is very annoying.  How about some Classic FM or Radio 3?
Needs to be a children’s area. 
May be you could have something for young children in your waiting area.

Chairs aren’t very comfortable. 

Reception waiting area – could improve reading materials, comfort of seats and warmer lighting. 

Magazines in waiting area need to cover all ages and interests. 

Car Park
Car parking is a little limited for the size of the practice.
Parking is always a problem.

Problems parking – I am sure it puts my blood pressure up before it is tested. 

Availability of car parking spaces is sometimes inadequate. 

Appointments/Consultations/Continuity
Booking at 8.30am is almost impossible for mums on school run.

Appointments with doctors can be booked on line but not nurses appointments.  This would be useful.

I’d like online sign up easier – brining ID into reception seems un-necessary after being a patient there for 23 years and my daughters all their lives.  (I know enough to verify online, eg medical nos etc.)  *Doctors have always been brilliant and nurse practitioners. 
Was upset by Registrar who told me they thought I had lung cancer. 

I have always been able to get an appointment on the day I have rung for myself and my son.

Very caring and understanding nurse (Debbie)

Saturday morning surgery – can’t phone on day which is frustrating. 

The only problem I have had recently is that the phones ring out during the day when trying to make an appointment.

I think this is an excellent practice overall.  The only downside is the difficulty sometimes of making an appointment by telephone.  I am not au fair with booking on line and getting to the surgery for 8am would be difficult.  I think it would be fairer if first contact times were synchronised so that everyone had the same chance of getting an appointment. 
I would fully recommend the surgery.  The only issue I have had is only being able to get an appointment with GP trainees/newly qualified GPs.  Although this is appropriate in some circumstances unfortunately they did not have the experience to be able to offer useful advise and therefore I would prefer to wait longer to see a GP of my choice.  I should stress I am sure they provided me with text book advice but for more complex issues they simply do not have the experience to deal with them properly.

Difficult seeing same doctor – ie continuity of care.

The only problem is getting an appointment, I would like to see the same doctor each time, everything else is good.

It is not always easy to make an appointment and it would be useful to be open later as my son doesn’t return from school in Newcastle till 4.50 so often very difficult to get him an appointment.  

It’s a nightmare trying to get in to see a Doctor at times. Trying to get children to school it is impossible to ring before 9am.

The main problem is trying to make an appointment between 8.30am- 8.45am with the phone line constantly engaged.  By 8.45 am there are no appointments left with a doctor or choice. 

We’ve always rung at 8.30am and always got an appointment the same day.  Thank you.

Very difficult to get an appointment to see a female doctor.  Also 8.30 is exactly school run time so it makes it very tricky to hold the line waiting for an appointment, 8.00am would be better.  Online appointments are good. 

While I am extremely happy with my care, I have sometimes noticed that the waiting times are long!  I assume this is because of the pressure of work, and hardly like to complain. 

Overall, the nurses are fantastic, always able to provide the help needed.  However I find it extremely difficult to get an appointment with the nurse, even when needing an urgent appointment have I been asked to wait a whole week.  However, I realise that the NHS is understaffed.  Are telephone appointments possible this may be very useful to a lot of people. 

I would appreciate ‘more out of hour’ appointments.

I would like to see the doctor or nurse on time and not late.  Last time I was waiting for an extra thirty minutes after my appointment time. 

It’s quite hard to get an appointment or get through to the receptionist at 8.30am when the lines open.  Usually all the appointments have gone within 10 minutes of opening the phone line. 
Could be a bit easier to book an appointment in the morning – sometimes it is hard to get through in the allotted time.  Would be nice to see the same doctor more often.  However all the doctors and nurses are caring and competent and I don’t have any real complaints. 

Continuity of care is a problem, the practice is too large and it is often difficult to get an appointment. 
I find it odd that I seldom see the same doctor twice.  This is not to say the care isn’t good but it would be easier for me if there was greater continuity.  I realise it is a huge practice and I am used to a small county practice near Peterborough. 

Most doctors are brilliant with children and babies. 

I have been informed that I have to book an appointment with a Doctor/nurse on the day. Despite trying to get through on the phone since 8.30am when surgery opens this has been very difficult and the line just cuts off meaning the need to ring over and over again.  When I have eventually managed to get through (9.00 – 9.15am) I have been told there have been no appointments left.  Frustrating!

Very unhappy with first visit with GP about one year ago, referral to surgery not done so needed to see another GP to re-refer.  Have seen other GP (Locum) who was wonderful. 

Appointments on a Saturday afternoon would be great if possible. 

10 minutes for an appointment with a GP is not enough to let the doctor fully/seriously assess a patient’s condition.   Patients are several times forced to book more than one appointment for obtaining a full and comprehensive assessment of their condition. 

It would be good if patients could consistently see the same doctor, it would particularly be  helpful if each family could have a family doctor so that treatment was more co-ordinated and that a relationship between a specific doctors and a family could develop over a number of years.  I think it would significantly improve the health and wellbeing outcomes of patients. 
Excellent care from Andrea and Dr Liam Stirland. 

I would prefer to see the same doctor for continuity. 

I was informed on the phone that I needed to book with the University Health Centre, but when I signed up for Claypath initially I was never told this. I was also never made aware of the online action for patients system.  Staff at reception have always been extremely friendly. 
Telephone system 
Sometimes line engaged and then ringing and no-one there. 

Tell you to phone at 8.30am for an appointment and you cannot get through, took nearly 70 times to finally get one phone answered. 

Difficult to make an appointment – lines to ring at 8.30am are always busy.   Why can’t appointments be made with doctors in advance?
The process involving having to call before 8.30am for some appointments is not good. 

Difficulty getting appointments and waiting a very long time for the phone to be answered. 

Do not have access to a computer – it is difficult making an appointment at 8.30am or after. 

On- line services 

I have tried several times to use on line booking, but haven’t been able to get it to work. 

Not possible to make appointments with Nurse or HCA for bloods on line. 

PAGE  
1

