Section 1 – When you want to book in advance
Total number of responses 424

	Q1. How would you rate the appointment system?
	Poor
	Fair
	Good
	Very Good
	Excellent
	Unable to comment
	Blank

	
	12
	62
	146
	132
	67
	4
	1


	Q2. What system/s would suit you best?
	Number of responses
	% total of responses

	Booking by telephone
	359
	70%

	Booking in person at the practice
	31
	6%

	Booking online
	121
	24%

	Blank
	2
	0%


	Q3. How far in advance do you usually like to make an appointment?
	Number of responses
	% total of responses

	One day
	151
	36%

	Two days
	68
	16%

	More than two days
	102
	24%

	More than a week
	43
	10%

	More than a month
	4
	1%

	Don’t mind
	48
	11%

	Blank
	8
	2%


	Q4. When you want to be seen in advance do you usually prefer to see a..
	Number of responses
	% total of responses

	Doctor
	300
	71%

	Nurse
	5
	1%

	Don’t mind
	118
	28%

	Blank
	1
	0%


	Q5a. When you book in advance do you usually prefer to see the same GP?
	Number of responses
	% of total responses

	Yes
	285
	67%

	No
	2
	0%

	Don’t mind
	133
	31%

	Blank
	4
	1%


	Q5b. When you book in advance do you usually prefer to see the same nurse?
	Number of responses
	% total of responses

	Yes
	69
	16%

	No
	4
	1%

	Don’t mind
	167
	39%

	Blank
	184
	43%


	Q6. When do you usually prefer to be seen?
	Number of responses
	% total of responses

	Before 8.30 Monday - Friday
	93
	13%

	8.30 – 13.00 Monday – Friday
	203
	28%

	13.00 – 17.00 Monday – Friday
	107
	15%

	17.00 – 18.30 Monday – Friday
	118
	16%

	After 18.30 Monday – Friday
	95
	13%

	Saturday mornings
	90
	12%

	Other
	18
	2%


	Q7a. How important is it to you to book an appointment in advance?
	Not important at all (1)

Very Important (5)
	

	
	1
	2
	3
	4
	5
	Blank

	Number of responses
	58
	30
	89
	91
	137
	19

	Percentage total of responses %
	14%
	7%
	21%
	21%
	32%
	4%


	Q7b. How important is it to you to book an appointment at a specific time of day?
	Not Important at all (1)

Very Important (5)
	

	
	1
	2
	3
	4
	5
	Blank

	Number of responses
	40
	36
	81
	84
	129
	54

	Percentage total of responses %
	9%
	8%
	19%
	20%
	30%
	13%


	Q8 From your experience at this practice how would you rate your satisfaction with the following?
	Very dissatisfied
	Fairly dissatisfied
	Neither  
	Fairly satisfied
	Very satisfied
	Blank
	Unable to comment

	Q8a Book an appointment in advance on a specific day
	14
	32
	45
	157
	152
	8
	16

	Q8b Book an appointment more than 48hrs in advance
	0
	0
	39
	163
	185
	12
	25

	Q8c Book at a specific time
	12
	33
	59
	171
	106
	19
	24

	Q8d Opportunity to see a doctor of choice
	11
	42
	70
	125
	133
	5
	38

	Q8e Opportunity to see a nurse of choice
	6
	8
	93
	88
	83
	21
	125

	Q8f Opportunity to see the same doctor
	14
	41
	62
	115
	141
	10
	41

	Q8g Opportunity to see the same nurse
	5
	9
	89
	88
	76
	24
	133


Blank and unable to comment responses are not included in the score calculation

Percentage distribution and frequency of ratings
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Mean percentage scores and benchmarks
	
	Your mean score (%)
	Deviation from the national mean %
	National mean and quartiles (%)

	
	
	
	National mean (%)
	Min
	Lower quartile
	Median
	Upper quartile
	Max

	Q8a Book an appointment in advance on a specific day
	75
	+11
	64
	51
	56
	70
	70
	83

	Q8b Book an appointment more than 48hrs in advance
	78
	+19
	59
	49
	52
	57
	64
	76

	Q8c Book at a specific time
	71
	+5
	66
	50
	53
	58
	74
	89

	Q8d Opportunity to see a doctor of choice
	74
	+4
	67
	50
	51
	73
	74
	88

	Q8e Opportunity to see a nurse of choice
	71
	-1
	72
	63
	63
	74
	75
	89

	Q8f Opportunity to see the same doctor
	72
	+3
	69
	54
	54
	73
	74
	87

	Q8g Opportunity to see the same nurse
	71
	0
	71
	60
	60
	73
	75
	90


Benchmarks are based on pilot study data from 8 practices surveyed between August-October 2009.
Section 2 – When you want to be seen quickly

	Q9. When you want to be seen quickly do you usually prefer to see a…
	Number of responses
	% total of responses

	Doctor
	310
	73%

	Nurse
	2
	0%

	Don’t mind
	109
	26%

	Blank
	3
	1%


	Q10a. When you want to be seen quickly do you usually prefer to see the same doctor?
	Number of responses
	% total of responses

	Yes
	233
	55%

	No
	5
	1%

	Don’t mind
	180
	42%

	Blank
	6
	1%

	Q10b. When you want to be seen quickly do you prefer to see the same nurse?
	Number of responses
	% total of responses

	Yes
	58
	14%

	No
	5
	1%

	Don’t mind
	194
	46%

	Blank
	167
	39%


	Q11. I you wanted to be seen quickly would you usually prefer to..
	Number of responses
	% total of responses

	Turn up at the surgery and wait
	26
	6%

	Ring up and make an appointment that day
	352
	83%

	Blank
	11
	3%

	Others
	35
	8%


% total of responses may not equal 100% due to rounding

	Q12. If you turned up at the surgery without an appointment how long would you be prepared to wait?
	Number of responses
	% total of responses

	Up to ten minutes
	8
	2%

	Up to twenty minutes
	34
	8%

	Up to 30 minutes
	146
	34%

	Up to one hour
	194
	46%

	Up to two hours
	21
	5%

	Over two hours
	8
	2%

	Blank
	13
	3%


	Q13. If I phoned the surgery when I was worried I would prefer to speak to a..
	Number of responses
	% total of responses

	Doctor
	236
	56%

	Nurse
	6
	1%

	Don’t mind
	175
	41%

	Blank
	7
	2%


	Q14. How long would you wait for a doctor or nurse to phone you back?
	Number of responses
	% total of responses

	Immediately
	1
	0%

	Up to 15 minutes
	17
	4%

	Up to 30 minutes
	68
	16%

	Up to one hour
	157
	37%

	Up to four hours
	57
	13%

	The same day
	113
	27%

	Blank
	11
	3%


	Q15. From your experience at this practice how would you rate your satisfaction with the following..
	Very dissatisfied
	Fairly dissatisfied
	Neither
	Fairly saitisfied
	Very satisfied
	Blank
	Unable to comment

	Q15a. Ability to turn up and wait to be seen
	7
	23
	50
	55
	58
	25
	206

	Q15b. Ability to ring up and be seen that day
	18
	67
	28
	118
	138
	9
	46

	Q15c. Opportunity to speak to a doctor on the phone
	9
	19
	38
	92
	141
	13
	112

	Q15d. Opportunity to speak to a nurse on the phone
	4
	10
	48
	50
	75
	24
	213

	Q15e. Opportunity to see a doctor of choice
	11
	54
	59
	104
	103
	11
	82

	Q15f. Opportunity to see a nurse of choice
	2
	15
	67
	63
	66
	22
	189

	Q15g. Opportunity to see the same doctor
	11
	56
	55
	96
	106
	14
	86

	Q15h. Opportunity to see the same nurse
	1
	17
	66
	61
	62
	25
	192


Percentage distribution and frequency of ratings
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Mean percentage scores and benchmarks
	
	Your mean score (%)
	Deviation from the national mean %
	National mean and quartiles (%)

	
	
	
	National mean (%)
	Min
	Lower quartile
	Median
	Upper quartile
	Max

	Q15a. Ability to turn up and wait to be seen
	67
	+4
	63
	53
	58
	59
	68
	81

	Q15b. Ability to ring up and be seen that day
	70
	+7
	63
	52
	54
	63
	69
	77

	Q15c. Opportunity to speak to a doctor on the phone
	78
	+5
	73
	60
	61
	66
	77
	89

	Q15d. Opportunity to speak to a nurse on the phone
	74 
	+1
	73
	61
	65
	73
	73
	81

	Q15e. Opportunity to see a doctor of choice
	68
	+6
	62
	48
	50
	66
	67
	81

	Q15f. Opportunity to see a nurse of choice
	71
	+6
	65
	55
	58
	67
	68
	83

	Q15g. Opportunity to see the same doctor
	68
	+6
	62
	48
	52
	66
	69
	83

	Q15h. Opportunity to see the same nurse
	70
	+5
	65
	57
	58
	67
	70
	84


Benchmarks are based on pilot study data from 8 practices surveyed between

August-October 2009.
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