
In addition, the following patient’s comments were recorded:
	Q4
	In the past 6 months how easy have you found getting through on the phone?

	A)
	Sometimes it’s been necessary to make several attempts. I think this has improved recently.

	B)
	The phone is always continuously engaged from 8am.  When you finally get through all appointments have quite often gone and you get told to ring again next day.

	C)
	Would like to be able to make an appointment at a later time as I don't always manage to phone at 8.30

	Q6
	If you weren't able to be seen during the next two weeks, why was that?

	A)
	I was away and then the doctor was away after me.

	B)
	Wanted to see a doctor on same day because my ear was bleeding after your nurse had syringed it, but was told all appointments for the day were taken.

	C)
	Had to book on the day.

	D)
	Unable to book forward and when called next day no spaces available - very frustrating!!

	E)
	We've usually been able to see doctor the same day if necessary. 

	F)
	I've always got appointment.

	Q8
	In the reception area, can other patients overhear what you say to the receptionist?

	A)
	I came to speak about contraceptives and booking my smear test and felt that the waiting room could hear. I myself am a registered nurse and understand data protection and confidentiality.

	B)
	I must say poor privacy when speaking to staff about personal issues.

	C)
	The receptionists are very discreet.

	D)
	A little more privacy would be appreciated.

	Q9
	How helpful do you find the receptionists?

	A)
	Usually busy on the phone.

	B)
	They are all very kind and helpful and professional.

	C)
	One receptionist is abrupt & unhelpful, the others are excellent.

	D)
	Very caring staff.

	E)
	But you can wait several minutes for them to acknowledge that you are standing there. I know they are busy when they're working at their desks but "I'll be with you in a minute" would be nice.

	F)
	Can be rude or short sometimes. One in particular.

	G)
	Exceptional!

	H)
	Some receptionists are better than others.

	I)
	One receptionist / pharmacist is rude to customers.

	J)
	I have been ignored when the receptionist had finished a phone call then started some paperwork. If she had acknowledged me and said "I'll be with you in a moment" I wouldn't have minded.

	K)
	Need more children’s resources in the waiting room area.

	Q10
	How long after your appointment time do you normally wait to be seen?

	A)
	I would rather a thorough appointment and wait an extra 10 minutes or so, which I find at Hopton Surgery.

	B)
	Have had couple of times when it has been over 1 hour waiting.

	C)
	I had to leave without seeing the nurse because after 30 minutes I couldn't wait any longer and had to return to work.

	Q11
	How often do you see the doctor you prefer?

	A)
	Wanting to see a female doctor for intimate issues is difficult as Dr Ross seems to be very busy.

	B)
	There is one doctor I prefer not to see as I do not trust their accuracy with diagnosis & treatment. 

	Q13
	Would you like the surgery open at additional times?

	A)
	Maybe two late clinics per week.

	B)
	Saturday morning.

	C)
	Saturday morning.

	D)
	Late night every day.

	E)
	Late in evenings.

	F)
	Been told you are shut Friday afternoon - should be open Friday afternoons.

	G)
	Saturday mornings.

	H)
	On a Saturday mornings as I work away from home during the weekday.

	I)
	Saturday morning. For reception enquiries and emergency doctor. 

	J)
	Late on Fridays.

	K)
	A limited service over the weekend. If you are ill during this period you have to go to Great Yarmouth which is not easy if you have to rely on public transport.

	L)
	Saturday mornings.

	M)
	Because sometimes my children are ill at night and I don't know what's wrong with them.

	N)
	More evenings due to working during the day. However, I understand that GP's / Nurses need evenings too.

	O)
	A weekend surgery would be helpful.

	P)
	Saturday.

	Q)
	Friday until 17.00 (Hopton) and Saturday half day.

	R)
	Saturday mornings.

	S)
	One more evening.

	T)
	Saturday mornings.

	Q14
	The last time you saw a doctor at the surgery.

	A)
	Our scores refer to Dr Gopaul whose caring and thoughtful disposition has been appreciated.

	B)
	Fantastic!

	C)
	I would just like to add Dr Verma has helped me so much with my son over the past 4 years.

	D)
	However, the doctor I saw on an earlier visit would have scored "very good" in almost every category.

	E)
	Dr Karretti is a credit to the practice for her professionalism, care and concern.

	Q16
	Last time you saw a practice nurse at the surgery.

	A)
	The practice nurse Ann is wonderful.

	B)
	Lovely!

	C)
	Gloria is a tower of strength. My husband particularly benefits from her help, having been insufficiently pain relieved & consequence utterly miserable at times over the last few years. She has sometimes kept him going & sometimes kept me going.

	D)
	Gloria is so lovely and helpful.

	E)
	So lucky to have such a caring nurse as Gloria.

	F)
	Ann is brilliant!!

	G)
	She was very nice and put me at ease.

	Q17
	In general, how satisfied are you with the care you get at the surgery?

	A)
	In general, Hopton surgery is efficient and runs like clockwork and I for one am happy with the service offered. Good show.

	B)
	I have no complaints at all with the practice, except with one doctor.

	C)
	Very dependant on which doctor I see.

	Q18
	Would you recommend the surgery to someone who has just moved to your local area?

	A)
	No, number and range of GP's is better at Central Surgery.

	B)
	Yes, but I would suggest that they avoid the doctor previously mentioned.




















