PATIENT SURVEY 2024-25

· Conducted in January ‘25 by members of our Patient Participation Group (PPG).

· Based on the results of the national '24 GP Patient Survey, ours focused on the findings of that, that showed respondents:
· find it difficult to get through to the surgery by phone;
· found our Reception & Administrative staff to be less friendly & helpful than the previous year;
· find it difficult to see / speak to their preferred Healthcare professional (HCP);
· were dissatisfied with the wait time for an appointment;
· found it less easy to contact us via our website than the previous year.

· We asked respondents to our survey to tell us:
· why they phone the surgery;
· which personal qualities did staff have the most of;
· what would help them get an appointment with their preferred GP;
· what would help them get an appointment sooner;
· what would make them to contact us via our website.


The results and actions were:

You said: “we phone the surgery to make an appointment with the Nursing team” (63% of respondents), “to obtain test results” (46% of respondents), and “to discuss medication” (31% of respondents).

We did: enabled some Nursing team appointments to be booked via GP Online Services (GPOS) and our phone system’s automated appointment management service; we also: conducted a targeted e-mail based awareness raising campaign to promote patients using the ‘Contact Your Surgery Online’ button on our website, when they want to discuss medication; additionally: further to our monthly internal surgery newsletter, circulated one month prior to our survey, where we drew attention to it, we reminded staff at staff group meetings that patients could obtain test results via GPOS.

You said: “the least common qualities of your staff are thoroughness (approx. 25% of respondents), empathy (approx. 33% of respondents), and good communication skills” (approx. 50% of respondents).

We did: delivered customer service training to Reception & Administrative staff; we also: continued & expanded on work undertaken surrounding staff well-being.

You said: “having a phone appointment” (approx. 50% of respondents) and “knowing GPs working days / pattern” (approx. 50% of respondents) would help us get an appointment with our preferred GP”.

We did: added a slide to our waiting room TV screens to promote phone appointments; we also: conducted a targeted e-mail based awareness raising campaign to promote phone appointments; additionally we: updated the comments that GPs leave on test results so that the course of action patients need to take, is clear.

You said: “having a phone appointment” (approx. 66% of respondents), “seeing a HCP other than a GP” (approx. 60% of respondents) and “having an appointment outside of ‘core hours’” (approx. 60% of respondents) would help us get an appointment sooner than currently”.

We did: added a slide to our waiting room TV screens to promote the ‘Additional Roles’ staff; we also: carried out the actions listed above, aimed at helping patients get an appointment with their preferred GP; additionally, we: added a slide to our waiting room TV screens to promote the ‘Enhanced Access (EA)’ service; finally, we: added a message to our phone system, at the times when we are closed, advising how patients can book an EA appointment.

You said: “being able to make an appointment” (approx. 70% of respondents) and “receiving a prompt response” (approx. 50% of respondents) would encourage us to contact you via your website”.

We did: carried out the actions listed above aimed at promoting patients using the Contact Your Surgery Online button on our website; we also: created and implemented a standardised internal process for keeping patients who have made enquiries via the website, updated; additionally, we: reviewed the confirmatory message that patients who have made enquiries via the website, receive.

*Full survey results available on request
