Action plan based on results of 25-26 Practice patient survey

Problem to address: The 2025 National GP patient survey highlighted that patients continue to find it difficult to get through to us via phone.

What did we want to know and why: What more we can do, further to the actions we have already taken, to make it easier for patients to get through to us via phone – it may be that there are some realistic actions we have not considered / thought of.

What were the results:
- 21% of respondents wanted more appointments, or sooner appointments.

What are our SMART targets based on these results:
- Review the appointment templates of our GPs to ascertain whether, when appointments become available to book, can be amended, by the end of Q1 26-27.
- Carry out an audit of our appointment book for the period of one month, to identify where any bookable appointments have been set to an ‘un-bookable’ status by staff, to ensure as few as possible are blocked, by the end of Q1 26-27.


Problem to address: The 2025 National GP patient survey highlighted that 40% of patients did not have a “good” experience when contacting us.

What did we want to know and why: What things patients value when contacting us, so that we can review whether we are delivering these sorts of things.

What were the results:
- 64% of respondents wanted an alternative to be offered if there were none of their requested appointments available.

What are our SMART targets based on these results:
- A standard response, when no appointments are available, will be implemented and then audited, to ensure a consistent message is being delivered by call handlers, by the end of July ‘26.
- All staff who book appointments to have refresher training delivered to them regarding all appointments that are available with all Healthcare Professionals, by the end of July ‘26.


Problem to address: The 2025 National GP patient survey highlighted that our Healthcare Professionals (HCPs) could be better at considering patients mental wellbeing, when they have an appointment with us.

What did we want to know and why: What steps patients would like our HCPs to take, to better consider their mental wellbeing, so that we can look to amend consultation styles to satisfy these.

What were the results:
- There was a near-even split (32%, 37%, 32%) between patients who wanted: a) a full explanation of the potential causes of their problem; b) a clear plan for treatment of the problem; c) our HCPs to be reassuring.

What are our SMART targets based on these results:
- Agenda an item at a weekly clinical meeting to ensure all clinical staff are aware of the importance of ensuring they have fully explained the potential causes of the presenting complaint, and that a clear plan for treatment that the patient understands has been put in place - by the end of Q1 26-27


Problem to address: The ‘25 National GP survey highlighted that patients find it difficult to contact us via our website.

What did we want to know and why: What changes we could make to our website to make it easier for patients to contact us via it, so we can then work with our website provider to investigate the feasibility of these suggestions.

What were the results:
- 14% of respondents thought that it needed to be more obvious how the website signposted users to contact us.

What are our SMART targets based on these results:
- Review the website on all mediums used to access it (i.e. PC, phone, tablet) and amend it, accordingly, being mindful of NHS accessibility requirements, by the end of August ‘26.
- Investigate the feasibility of repositioning our e-consultation provider’s link on our homepage to draw patient’s attention to it (this should alleviate it being missed if an ‘Accept Cookies?’ prompt is present at the top of the page).
