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Introduction 

 

About the IPQ 
 
The IPQ is a well-established questionnaire widely used in the UK. It has recently been updated to reflect the 
changes to operation of general practices in recent years. 
 
Your practice has been part of a trial to ensure that this updated tool is fit for purpose in modern general practice and 
that it continues to provide practices with valid, meaningful and actionable feedback from patients that can be used to 
drive quality improvement for patient experience and outcomes. 
 
This report outlines the feedback that has been collected and analysed from a sample of your patients. Full 
explanation on how to interpret this information can be found in the report.  We hope that this feedback is a 
basis for meaningful reflection and actioning change within the practice . 
 
A sample of the IPQ questionnaire is included at the end of this report for reference. 
 
About the comparative benchmark data 
 
Benchmarks can be a useful guide as to how your practice performed in relation to all the practices who have 
carried out an IPQ survey. However, it should be noted that other factors such as geographical location and 
clinical setting may also affect scores and benchmarks may not always be truly representative. 
 
As you are one of the first practices to use the newly updated IPQ, it is important to note that a number of the questions 
will not have benchmark data available, because they are newly worded questions that did not exist in the IPQ 
previously. 
 
Please also note that yours is one of the first practices to predominantly collect their IPQ responses online, whereas the 
majority of the benchmark data come from IPQ surveys that were completed on paper at the time of the consultation. 
As the method of completion has changed, we would advise caution when drawing conclusions on how your own 
practice scores compare to the benchmark data. 
 
About your feedback 
 
From the report you will be able to clearly pinpoint areas where you scored well and those areas where you 
might feel that improvements may be needed. However, it is advisable to take time to assimilate all the 
feedback and to avoid scanning the report and noting specific scores on which too much emphasis can be 
placed. In fact, the clearest reflection of patient satisfaction can often be seen in the frequency and 
distribution of patient ratings and in their written comments. 
 
A page-by-page guide to the interpretation of your report has been incorporated in the supporting 
documentation at the end of this report which you may find useful. 
 
Other useful information 
 
Together with your report you will receive: 

- An A4 poster to enable you to share the results of your local survey with the patients in your practice. 
- A ‘Guidance template for discussion of local findings and action plan’ to help you reflect on the survey 

results. 
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Your patient feedback 

 

Table 1: Distribution and frequency of ratings (Q2-31) 

 Poor Fair Good 
Very 
good 

Excellent 
Blank/ 
Spoilt 

About the practice       

Q2 Satisfaction with opening hours 21 39 90 84 62 1 

Q3 Ease of contact by telephone 31 42 107 55 61 1 

Q4 Ease of contact online 28 51 89 45 44 40 

Q5 Satisfaction with how quickly had a consultation after 
requested one 

25 42 100 57 68 5 

Q6 Chances of consulting a doctor/health professional of 
your choice  

44 44 92 51 57 9 

Q7 Satisfaction with the choice of consultation offered 26 47 93 66 62 3 

Q8 Length of wait between arranged start time and actual 
start time of consultation 

31 48 104 63 47 4 

Q9 Comfort level of consultation and waiting areas 14 57 97 57 49 23 

About the practitioner       

Q10 Overall satisfaction with this consultation  26 29 87 70 81 4 

Q11 Warmth of the greeting 14 32 85 82 77 7 

Q12 Ability to really listen 17 29 89 83 73 6 

Q13 Explanations of things 14 39 84 82 72 6 

Q14 Extent to which felt reassured 20 32 91 81 63 10 

Q15 Confidence in ability 20 24 88 87 70 8 

Q16 Opportunity to express concerns or fears 21 35 98 60 75 8 

Q17 Respect shown 14 21 84 76 92 10 

Q18 Amount of time given 24 33 97 75 57 11 

Q19 Consideration of personal situation 23 31 85 75 68 15 

Q20 Concern for patient as a person 13 39 85 75 68 17 

Q21 Extent of help to self care 19 35 78 87 60 18 

Q22 Recommendation would give to friends 23 35 67 84 76 12 

About the staff       

Q23 Manner treated by reception staff 31 36 87 65 72 6 

Q24 Respect for privacy and confidentiality 13 23 98 73 77 13 

Q25 Information provided by practice about services 22 31 89 69 67 67 

Finally       

Q26 Ease of using practice website 28 46 92 46 41 44 

Q27 Online services offered by this practice  25 37 85 56 53 41 

Q28 Opportunity for making compliments or complaints 31 30 98 52 43 43 

Q29 Information on preventing illness and staying healthy 26 30 96 62 51 32 

Q30 Coordination of care by practice with other providers 25 33 93 63 59 24 

Q31 Reminder systems for ongoing health checks 27 36 84 68 58 24 

Blank/Spoilt responses are not included in the analysis (see score explanation) 
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Your patient feedback 

 

Table 2: Your mean percentage scores and associated comparative data (Q2-31) 

 
Your mean 
score (%) 

 Comparative data (%)* 

 Min 
Lower 

quartile 
Median 

Upper 
quartile 

Max 

About the practice        
Q2 Satisfaction with opening hours 61  44 64 68 73 92 

Q3 Ease of contact by telephone 56  21 51 62 71 97 

Q4 Ease of contact online 53  - - - - - 

Q5 Satisfaction with how quickly had a consultation after 
requested one 

59  - - - - - 

Q6 Chances of consulting a doctor/health professional of 
your choice  

53  24 47 56 65 97 

Q7 Satisfaction with the choice of consultation offered 58  - - - - - 

Q8 Length of wait between arranged start time and actual 
start time of consultation 

54  - - - - - 

Q9 Comfort level of consultation and waiting areas 56  28 61 66 72 89 
About the doctor/health professional you consulted        

Q10 Overall satisfaction with this consultation  63  49 77 82 86 97 

Q11 Warmth of the greeting 65  49 79 83 87 98 

Q12 Ability to really listen 64  50 79 84 88 98 

Q13 Explanations of things 64  51 78 82 87 98 

Q14 Extent to which felt reassured 62  50 76 81 86 97 

Q15 Confidence in ability 64  51 79 84 88 98 

Q16 Opportunity to express concerns or fears 62  50 77 82 86 97 

Q17 Respect shown 68  51 81 85 89 98 

Q18 Amount of time given 59  47 76 81 85 97 

Q19 Consideration of personal situation 62  50 75 80 85 96 

Q20 Concern for patient as a person 63  50 76 81 85 97 

Q21 Extent of help to self care 62  50 76 80 84 95 

Q22 Recommendation would give to friends 64  48 78 83 87 98 

About the staff        

Q23 Manner treated by reception staff 60  50 73 77 82 98 

Q24 Respect for privacy and confidentiality 66  52 72 76 81 98 

Q25 Information provided by practice about services 62  47 69 73 78 95 

Finally        

Q26 Ease of using practice website 53  - - - - - 

Q27 Online services offered by this practice  57  - - - - - 

Q28 Opportunity for making compliments or complaints 55  41 62 67 72 91 

Q29 Information on preventing illness and staying healthy 58  45 65 69 73 94 

Q30 Coordination of care by practice with other providers 59  - - - - - 

Q31 Reminder systems for ongoing health checks 59  43 63 69 73 93 
 

 Your mean score for this question falls on or above the upper quartile 

  
 Your mean score for this question falls below the upper quartile and above the lower quartile 

  
 Your mean score for this question falls on or below the lower quartile 

*Benchmarks are based on data from 1,554 surveys completed by practices between April 2013 and March 2018, where each survey had 
a minimum of 40 questionnaires returned, totalling 289,174 patient questionnaires.  
Please note the reliability of your patient feedback will be reduced if less than 25 patient ratings per question is achieved.  In the event 
that there are less than 5 valid patient ratings for any question, this score will not be illustrated. 
Please see the supporting documents at the end of this report for percentage score calculation and quartile information. 
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Your patient feedback 

 

Graph 1: Your mean percentage scores (Q2-31) 
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Your previous scores  

 

Table 3: A comparison of your current and previous mean percentage scores (Qs 2-31) 

 
Current 
scores 

March 
2020 

March 
2014 

March 
2013 

About the practice     

Q2 Satisfaction with opening hours 61 59 59 67 

Q3 Ease of contact by telephone 56 44 50 63 

Q4 Ease of contact online 53 - - - 

Q5 Satisfaction with how quickly had consultation after 
requested one 

59 - - - 

Q6 Chances of consulting a doctor/health professional 
of your choice  

53 44 53 63 

Q7 Satisfaction with the choice of consultation offered 58 - - - 

Q8 Length of wait between arranged start time and 
actual start time of consultation 

54 - - - 

Q9 Comfort level of consultation and waiting areas 56 55 43 50 

About the doctor/health professional you consulted     

Q10 Overall satisfaction with this consultation  63 58 61 68 

Q11 Warmth of the greeting 65 62 61 71 

Q12 Ability to really listen 64 63 62 70 

Q13 Explanations of things 64 61 62 70 

Q14 Extent to which felt reassured 62 58 61 67 

Q15 Confidence in ability 64 61 63 73 

Q16 Opportunity to express concerns or fears 62 60 61 68 

Q17 Respect shown 68 65 63 74 

Q18 Amount of time given 59 57 59 63 

Q19 Consideration of personal situation 62 62 61 67 

Q20 Concern for patient as a person 63 64 63 67 

Q21 Extent of help to self care 62 63 62 67 

Q22 Recommendation would give to friends 64 61 62 70 

About the staff     

Q23 Manner treated by reception staff 60 64 72 78 

Q24 Respect for privacy and confidentiality 66 67 70 75 

Q25 Information provided by practice about services 62 61 65 73 

Finally     

Q26 Ease of using practice website 53 - - - 

Q27 Online services offered by this practice  57 - - - 

Q28 Opportunity for making compliments or complaints 55 58 53 63 

Q29 Information on preventing illness and staying 
healthy 

58 59 55 65 

Q30 Coordination of care by practice with other providers 59 - - - 

Q31 Reminder systems for ongoing health checks 59 60 55 62 

Please note: Previous scores displayed are from Improving Practice Questionnaires (IPQs) that were most likely completed for face-to-
face consultations and via a paper-based exit survey. Please bear this in mind when making comparisons with your current achieved 
scores. 
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Your patient feedback 

 

Table 4: Q1 Which type of consultation did you most recently experience with this practice? 

 Number of responses Percentage of responses 

In person (at the practice) 120 40% 

Telephone consultation 142 48% 

Video consultation 0 0% 

Online consultation (via a form on the website) 14 5% 

Other 17 6% 

Blank 4 1% 

Percentages may not add up to 100% due to rounding. 

Do your interactions with the practice: 

Table 5: Q32 Make you feel valued 

 Number of responses Percentage of responses 

No, not at all 28 9% 

Yes, to some extent 79 27% 

Yes, very much so 140 47% 

Don’t know 29 10% 

Blank 21 7% 

Percentages may not add up to 100% due to rounding. 

 

79% of patients who responded to this question feel valued in their interactions with the practice  

 

Blank responses are not included in this percentage calculation. 

Table 6: Q33 Make you feel better about yourself 

 Number of responses Percentage of responses 

No, not at all 30 10% 

Yes, to some extent 73 25% 

Yes, very much so 139 47% 

Don’t know 32 11% 

Blank 23 8% 

Percentages may not add up to 100% due to rounding. 

 

77% of patients who responded to this question feel better about themselves in their interactions with the practice  

 

Blank responses are not included in this percentage calculation. 
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Your patient demographics 

 

Table 7: Patient demographics 

 
Number 

of 
responses 

Your 
mean 

score (%) 

 Comparative benchmark data (%)* 

  Min 
Lower 

Quartile 
Median 

Upper 
Quartile 

Max 

Age 

Under 25 5 62%  43 67 72 77 98 

25 – 59 176 55%  49 69 73 78 96 

60+ 101 60%  42 71 75 79 95 

Blank 15 37%  41 65 71 77 95 

Gender 

Female 139 59%  48 69 74 78 95 

Male 139 54%  47 70 75 79 96 

Prefer to self-describe 4 --  - - - - - 

Blank 15 35%  40 66 72 78 95 

First contact with this practitioner 

Yes 85 63%  - - - - - 

No 184 53%  - - - - - 

Blank 28 55%  - - - - - 

Day-to-day activities limited 

Yes 87 56%  - - - - - 

No 165 56%  - - - - - 

Don’t know 20 61%  - - - - - 

Blank 25 60%  - - - - - 

Consultation type 

In person 120 61%  - - - - - 

Telephone 142 53%  - - - - - 

Video 0 --  - - - - - 

Online 14 61%  - - - - - 

Other 17 49%  - - - - - 

Blank 4 --  - - - - - 

*Benchmarks are based on data from 1,554 surveys completed by practices between April 2013 and March 2018, where each survey 
had a minimum of 40 questionnaires returned, totalling 289,174 patient questionnaires. 
- Benchmark data not available 
 
Demographic category mean percentage scores are calculated from all the ratings from all questions for that demographic group. 
Please note the reliability of your patient feedback will be reduced if less than 25 patient ratings per question is achieved. 

-- Score not provided. In the event that there are less than 5 valid patient ratings for any question, this score will not be illustrated. 
Please see the supporting documents at the end of this report for percentage score calculation and quartile information.  
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Your patient comments 

 

 

From the free text component of the questionnaire. 
All comments have been included in their entirety but all attempts have been made to remove details which could identify 
specific patients and/or other practitioners. 
 

Any comments about how this practice could improve its service? 
 

  Thanks. 

  It's to my satisfaction no need for improvement. 

  Reception staff were excellent as always. 

  Happy. 

  Lots but I’ll just change doctors instead. 

  This doctor surgery is a respected surgery and all the staff are professional polite and know how to look out for the 
welfare of their patients. 

  When I see a nurse they are great, when I speak to the doctor - it's clear they haven't bothered to read my notes and 
it's so disheartening. I think some of the practice doctors need to be changed to younger and less long in the tooth 
GPs who still have a zest and enthusiasm for what they do. 

  It’s all excellent. 

  Excellent GP practice in most deprived area. 

  It's fine for me. 

  After the filling the online form it doesn't tell you when your phone consultation is gonna be. GP can call anytime and 
any day and if you miss the call you have to go through the whole process again. 

  Well I have no problem, the service at the GP surgery is excellent. 

  They should be good in booking to see the doctor in the same day. 

  Very good. 

  eConsult offers poor UX, also, lots of links on practice website are broken - these could be fixed. Otherwise service is 
very good! Thank you. 

  Appointment times, I have always had to wait well past set time. Some doctors are unprofessional, e.g. a doctor once 
allowed a member of staff to walk in and out the room and was checking their phone while I was discussing my 
health issue. Toilets in the waiting area never available, I understand COVID but most of the patients that visit must 
be ill and also children. Some reception staff are friendly and accommodating though. 

  Very happy with service. 

  No idea. 

  I booked a telephone consultation and I was told the doctor would call between 2:00pm and something. I came to sit 
by my phone and found the doctor had called about 12:00pm so I had missed my appointment. I ended up calling 
111 at the weekend and got an appointment at a local hospital. It was not helpful for the doctor to call early as not all 
of us sit on our phones. 

  Since one person took over the practice, I have been dissatisfied with almost everything! This surgery can do better! 
They are a rich person now! They are not worried about their patients. 

  Make sure we see our doctors and not passed on to nurses. 

  Follow ups to monitor bloods/medication suitability. 

  None. Excellent service. 

  The receptionists need to improve in providing the right information to the patient. And paying more attention to 
patients. 
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  This practice has made too many mistakes for me to trust it again. 

  Yes anytime we call goes to answer machine and takes long time for someone to answer or the phone goes off. 

  More time available for all patients. 

  I think the staff know better than me where they have to do some improvement in their service because they are 
responsible staff. 

  Good job. 

  Listen to patients. 

  Show care and concern. 

  I don't speak English very well, and I always need an interpretation but not always. 

  Many thanks! Keep up the good work. 

  They need more practice and training they have no clue what they doing. 

  There is just one person who always try to help. Most of staff including doctors don't take time enough and in my 
husband's case the doctor was a disaster. They need to listen and be more caring that all the ill person needs. 

  The doctor do their best to make me better. 

  The reception staff can be rude and not very helpful. Like they don’t care. 

  I have tried to contact the surgery for a review of my meds, no one gets back to you. This medical centre is a 
complete joke. 

  Bring more facilities technology wise and use new modern medical equipment usage for quicker service will provide 
the patients. 

  Good. 

  For me it all works well. 

  To be more caring and helpful. 

  More telephone lines/staff to deal with phone queries. 

  No thank you. 

  Telephone no good long time waiting no good. 

  Answering the phone quickly. 

  To move the practice out of the residential area and go to a better place. 

  Doctors need to listen more and do what they actually say rather than make a decision with the patient then do 
something different. 

  Very good. 

  Staff receptionist needs more training. 

  No more, so far everything seems excellence service. 

  My answers are for one doctor and their receptionist. Both are always so kind and helpful. I've been with the doctor 
for many years. Amazing doctor. 

  I don't know I am new person. 

  The health professionals at the GP surgery should attempt more conventional with the patients so as they feel more 
comfortable in the environment and perhaps feel more relaxed about discussing their health issues in more depth. 

  I don't have any concerns. 

  Very nice. 
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  One nurse has to improve their attitude. 

  The reception staff could benefit from listen more to the patients and respecting them. I have several times been 
treated very bad by the reception, one time the receptionist hung up the phone on me. So that is my main critique is 
towards the reception staff. 

  I value the expertise and professionalism of two of the doctors very much. Improvements: the website is too busy; it 
could be clearer; it was not clear to me that the eConsult forms are not answered by the doctor of Freuchen Medical 
Centre. The form is not simply filled in. Too long. Our family goes to the GP for many years. It always was a very busy, 
crowded surgery, but what I loved about the practice was the friendliness and individuality of the reception staff. In 
the last few times the reception team were very useless. Simple operative/admin questions could not be answered. 
To make a phone consultation appointment takes several attempts to call and/or email. Previously one had to wait 
longer in the queue, but I was able to speak to someone competent who was able to give an appointment even if I 
had to wait one or two weeks if it wasn’t urgent. Or one could go in early and wait for a same day appointment. I very 
much appreciate one nurse. They put me and my children at ease with so many uncomfortable appointments like 
smear tests, coil fittings, babies and children vaccinations and wound dressings. I am disappointed that they have to 
wear a uniform now. I love their dress style. I prefer individuals, human beings less eConsult, forms and uniforms. 

  Not now. 

  A lot has improved and very pleased with this. 

  The receptionist is very rude, disrespects client. 

  Even though I suggested; there is no way to do much. Because in the midst of this pandemic of the virus COVID-19, 
together with the economic crisis, it makes everything more difficult. Not only because of the issue that affects the 
psychological side, because everyone is running, there is a great risk of contamination. As there is also the financial 
side, because of the crisis. I see that now is not the right time for suggestions. Since all these professionals are doing 
their best. Putting the health, life of you and your family members at risk. I see that at this moment, the real change, 
has to happen first in the patients, recognising all this effort, on the part of these health professionals. Moving on to 
expressing true gratitude for all the work they are doing. 

  It would be an improvement if one could be assigned to an individual doctor. 

  I’ve already got COVID-19 vaccinated. 

  Just keep up the good work! 

  Reception staff needs people training and better skillset overall to be your front of house. Over the last 10 years, I 
have never had an appointment that started in time, so KPI to measure on time appointment to see how this clinic is 
improving will be beneficial. 

  I am fed up of chasing up things. Like my elderly parents' second COVID-19 jab. 

  Thank you for all. 

  The whole practice requires looking into. 

  For everything is fine! 

  Not at this time. 

  Receptionist staff need to improve on mannerism and listening and less argumentative and shouting there are my 
main problems with the practice they are not very caring but one doctor is beyond excellent and another member of 
staff very caring and helpful. 

  Sorry, no comments. Thanks. 

  Happier people in the reception. Previous two times I’ve been in I felt really unwelcome there. Doctors are amazing! 

  The reception area needs improving. 

  I think all is OK. 
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  My last consultation on phone was shabby, doctor was unhelpful. They couldn’t wait to get off phone. My experience 
at the surgery is very off-putting. Find most of the doctors unhelpful and just want you out as soon as you’re in. They 
have no time to listen, they’re unsympathetic to patient's need. I always feel like I’m bothering them. I’ve thought on 
many occasions to leave that surgery. Don’t feel valued. My family’s always complaining. Receptionist never seems 
to know what they’re doing. Not at all impressed. 

  Increase reception hours please. 

  Nothing I can say, all services were perfect. 

  I would suggest getting better seats for those in the waiting area. 

  I am happy with the service I get in the practice. 

  A good practice. 

  Problem not with member of staff. They were kind/polite. Problem was my records were left and not updated in 
previous calls, I have a particular situation with regards to a condition. My surgery seems unable/unwilling to deal 
with this. Fine - but then don't use me as an example of someone from an ethnic background unwilling to take the 
jab. The problem is with you. 

  Waiting time on the phone is too long. If you can stop the loop going around it will be good. 

  No thanks. 

  Replace the staff except for one doctor or retrain staff as they are rude and arrogant, staff elsewhere were so much 
better. 

  Should get more doctor to check us face to face. 

  I was very pleased with the advice and recommendations given by the doctor by phone. 

  Doctor must have a respect and consideration for patients and has seriously care about advice about time. 
Symptoms. Medical help. 

  In my opinion, there is needed more coordination with the other areas of health. 

  I have no problem at comment at this stage. 

  The service given by the reception staff is excellent and has greatly improved. They are helpful and efficient. Keep up 
the good work. 

  No comments at the moment. 

  Excellent. 

  My practice is good service I like how to care patients. 

  The parking space, the only problem to this practice, I find it very hard to come by my car. 

  Already very good. 

  More concerned about patient immediate requests, hospital appointments more referral the patient's needs. 

  Referring to specialist need quick. 

  Actually caring and providing care for patients, and hire nice staff. Almost everyone there is rude and disregards you. 

  Waiting time for phone calls should be reduced. 

  Much help the old people that don't know how to go online to book appointment especially emergency. 

  The counter staff are lazy, not helpful, being rude, they are happy without or only few patients inside the practice, less 
work, no one bother them, relax, receive salary/wages the same, why not? They get used to it because of COVID-19, 
please correct and improve the situation better. 

  Everything already very good. 

  Overall is OK but the reception staff could be more warm and patient on the phone. 
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  I am very grateful for all you do! 

  Receptionist staff to be more helpful and approachable. It would be nice to be able to speak to a doctor or see one 
when you need to. Better communication needed between doctor’s surgery and pharmacy especially when 
organising repeat prescriptions. 

  Never close down. We need more medical centres in the area and not less. 

  Reception is always congested. Thanks. 

  In general, the receptionists are good. 

  Offering of video calls. Checking back to see how things are going after consults that had mental health implications. 
Texting to check up if needed. Texting to say which doctor you would be talking to so you can put names to voices in 
the event of choosing who to speak to. I have spoken to three different doctors and had three very different 
experiences each time. One made me feel valued, one made me feel like they couldn’t get off the phone fast enough 
and made me feel terrible. 

  Times are hard especially during this time of crisis. I can see all is done to help us. 

  Staff needs to understand they are dealing with human beings and not animals. There is no compassion and care in 
their attitude. Bring back the old staff who cared about patients. 

  If a serious medical complaint requires blood test to be diagnosed, the appointment for the blood test should be 
given immediate priority and not a week or two week booking. Thank you. 

 

Any comments about how the doctor/health professional could improve? 
 

  They as always very professional. 

  A lot to learn. 

  Get working doctors. 

  No need to improve nothing, this surgery is already up to date. 

  Very good. 

  When to see the doctor should be same day. 

  Listen a bit more about the person illness not be told to find the cure on Google. 

  My doctor excellent. 

  Nope! 

  Most of the professionals have been welcoming and friendly but one was very unprofessional. Allowing members of 
staff to come in and out during my appointment. 

  If I had the same doctor every time I need, it would be great. Never got the same doctor though. 

  Give little more time to people. 

  Reach out to your parents to give a better parent experience! 

  See their patients. 

  Stick to appointments that are booked. I was meant to get a call today and that did not happen. Appointments are 
always delayed. 

  Good job. 

  Attitude. 

  Show care and concern. 

  I don't speak English very well, and I always need an interpretation but not always. 

  Listen to the patient and be more caring. 
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  Communicate better with your patients. When you expecting a phone call, ring them back. Communication is non-
existent. 

  They are providing us employ more professionals and medical staff in the surgery. 

  My doctor is good. 

  Take time to listen. And everything possible to reassure the patient. The doctor didn't care about me at all. Even said 
I was taking too much of their time. 

  Nothing to add thanks. 

  Is good. 

  Listen to patients. 

  No worries. 

  Very thankful and satisfied the service of one doctor to me and to my family. God bless doctor and their staff. 

  100/100. 

  Reminder systems for ongoing health checks must be done properly. 

  I don't know I am new customer. 

  Try to spend more time with patients. 

  Excellent. 

  They are always brilliant. 

  They should be better at assessing babies. 

  No. The doctor is perfect. 

  Not now. 

  One doctor always gives good advice. 

  Very good. 

  I believe that it is not possible to do so much more than they are already doing because of this COVID-19 pandemic 
problem. 

  Monthly personal call just to say - are you OK? 

  Avoided practice for ages. Pointless. Only get asked in when they want a patient to practice on by trainees. 

  Thank you. 

  Listen more, read patient previous visit record beforehand. Follow up on advice given. 

  One doctor is perfection in everything and every sense of the word and one nurse also. 

  Explaining things in layman’s language. 

  No comments. Thanks. 

  I am happy. 

  No everything OK. 

  They need to be more sympathetic to patients' needs. Needs to be empathetic, listening to what patients have to say. 
It’s not all about time. 

  No, not at all. Just keep up the great work and keep smiling. 

  The doctor I usually see is the best and exceptional. They are simply the best. 

  No idea. 
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  Doctors, rather than receptionists and council officials, talking to patients when there is a clear vaccine issue. 

  One doctor is great but they are being let down by their support staff they lazy they don't answer the phones they 
unhelpful and rude and don't listen to patients. 

  Doctor must give more care about health and time to me to feel better. Doctor did not give any medical advice to me, 
just said go to hospital. They could advise anything about my symptoms so the doctor was careless. 

  I would like the doctor be concern about patient's situation. 

  No comments at the moment. 

  Already good. 

  More staff and use modern medical equipment to avoid the crowd. 

  Improve on time to consult. 

  Two of the doctors both are very rude, not professional doctors, unworthy, untrusty doctors, they are doctors, it 
doesn't mean they do what they want, no one can correct, remove, transfer, I think the practice will be much better if 
they are no longer here. Thank you. 

  Already very good. 

  One nurse was great. The doctor on the phone a bit short. It’s a waste of everyone time to have to schedule more 
telephone calls to discuss more topics. Also I have a feedback not for this specific practice but the overall health 
system: not enough is done for prevention in general, cancer prevention in particular. Also not enough checks pre and 
during pregnancy. Thanks. 

  It would be nice to see a doctor addressing my health concerns rather than a nurse when necessary. 

  As far as I’m concerned they’ve been great so far. 

  None of these comments are about one particular doctor, whom I have never met. I have several disorders. I have 
never had a review regards one condition. I get an odd blood test for the statins, with the last one several years ago, 
but no reason as to why, just that I have take the tablets. I had a operation and lost weight. I also had swollen feet 
and decided to include my disorder. I picked an appointment where they done a blood test result, knowing that it was 
of a short response. I mentioned my weight loss, got a grunt, their favourite. Mentioned another problem, another 
grunt. Mentioned my swollen feet, they just looked over the side of the table, and did not comment. I got annoyed, so 
stood up and got on the scales, lighter, and found out later, that they had put it on my record, the figure, no reason. I 
waited a year, and got fed up with my feet, so went back. They did a toe test, and told me that they would make me 
an appointment with a neurologist. Waited several weeks, heard nothing, so went back, and they commented that 
they had changed their mind, and did not bother. I said "what", and they repeated it, so I walked out of the room, 
annoyed. Then an arm came out of the room waving a prescription, with them saying that I had to take these statins. 
I had stopped taking the statins several months earlier because of their bad write ups. I waited three weeks for a 
locum, who has done more in six minutes than they have done in several years, a letter and prescription without any 
tests? 

  Be more aware of mental health issues and the knock on effect they have during lockdown and beyond. 

  Doctors need more help. I can see they are overstretched. 

  Bring back the staff who cared. 

 
 



 

 

 
 

Supporting documents 
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Details of score calculation  

 

The score provided for each question in this questionnaire is the mean (average) value of all of the ratings from all 
patients who completed the question. It is expressed as a percentage - so the best possible score is 100%. 
Non-rated responses (blank/spoilt) do not contribute towards the scores. 

Example from your Q2 - Your level of satisfaction with the practice's opening hours 

Total number of patient responses = 297 

Questionnaire rating scale Poor Fair Good Very good Excellent 
Non rated 
responses 

Value assigned to each rating 0 25 50 75 100 N/A 

Number of ratings from your Q2 21 39 90 84 62 1 

 

(number of Poor ratings x 0) + (number of Fair ratings x 25) + 
(number of Good ratings x 50) + (number of Very good ratings x 75) 

+ (number of Excellent ratings x 100) 
= 

(21 x 0) + (39 x 25) + (90 
x 50) + (84 x 75) + (62 x 100) 

(total number of patient responses – 
number of non-rated responses) 

(297 - 1) 

Your mean percentage score for Q2 = 61% 

 

Explanation of quartiles 

 

In statistics a quartile is any one of the three values that divide data into four equal parts, each part represents ¼ of the 
sampled population. 

Quartiles comprise: 
Lower quartile, below which lies the lowest 25% of the data 
The median, the numerical value cutting the data in half – above and below this value lie the highest and lowest 50% of 
the data 
Upper quartile, above which lies the top 25% of the data 

 
Your mean 
score (%) 

 Comparative data (%)* 

 Min 
Lower 

quartile 
Median 

Upper 
quartile 

Max 

Q2 Your level of satisfaction with the practice's 
opening hours 

61  44 64 68 73 92 

*Benchmarks are based on data from 1,554 surveys completed by practices between April 2013 and March 2018, where each survey 
had a minimum of 40 questionnaires returned, totalling 289,174 patient questionnaires.  
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Guide to report interpretation 
 

Page 1 – Introduction 
 
Page 2 – Distribution and frequency of ratings 
 
The frequency distribution table (table 1) shows the number of patient ratings from poor to excellent and the number 
of ‘blank/spoilt’ responses for every question (a blank response is where a patient did not respond to the question and a 
spoilt response is where more than one tick box option was chosen or if the questionnaire was defaced). If these values 
are added up, for any one question, this will equate to the total number of patients surveyed (shown in the top right-hand 
corner of the page). This table clearly shows the degree of satisfaction patients have with each aspect of the practice 
considered. Please note the spread of the ratings. Are they widely spread or closely packed around one or two specific 
ratings? One or two higher or lower ratings can make a big difference to your mean percentage scores illustrated in 
tables 2 and 3. 
 
Page 3 – Your mean percentage scores and associated comparative data (Q2-31) 
 
The mean percentage score and benchmark table (table 2) illustrates your mean percentage scores for each question 
calculated from the data in table 1. Each score is the mean (average) score calculated from valid patient ratings (i.e. not 
the blank/spoilt responses) expressed as a percentage (see score calculation sheet also in the supporting document 
section of your report). It has been established by our statisticians that the reliability of your patient feedback for any 
one question may be marginally reduced if less than 25 valid patient responses is achieved (this number can be 
determined from table 1). In the event that there are less than 5 patient responses, the corresponding score for the 
question will not be illustrated. 
Your scores have been displayed in colour coded boxes to indicate how your score falls within the benchmark data 
(within the highest 25%, the middle 50% or the lowest 25% of all the mean percentage scores achieved by all 
practices in the benchmark sample). The provenance of the benchmark data is provided in the footer below the table. 
 
Page 4 – Graphical display of mean percentage scores (Q2-31) 
 
Graph 1 displays your mean percentage scores for each question in the form of a bar chart, so you can easily see the 
questions that the practice has scored highest in and those that have scored lower. 
 
Page 5 - A comparison of your current and previous mean percentage scores (Qs 2-31) 

 
Table 3 lists your current scores for each question together with scores from your last 3 surveys (if applicable) for 
comparison. 
 
Page 6 – Frequency and percentage distribution of responses (Q1, 32 and 33) 
 
The tables here illustrate the frequency and distribution of responses to the remaining questions that are not scored, 
about consultation type and wellbeing. 
 
Page 7 – Patient comments 
 
Patient comments usually reflect scores achieved. Although the questions in the IPQ are generic, comments can 
pinpoint specific issues identified by the patient from any part of their journey through the practice. If there is a particular 
problem within the practice, e.g. getting through in the morning on the telephone or the lack of chairs in the waiting 
room suitable for the elderly, this can be clearly picked up in the themes and frequency of comments. 
 
In order to ensure patient anonymity, any personal identifiers are removed. In the unlikely event that we receive a written 
comment which might relate to serious professional misconduct, the comment would be referred to our Senior 
Management Team and appropriate action taken. 
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