BHC PRACTICE PATIENT SURVEY RESULTS (223 responses)

Before you start the survey, we would be grateful if you could take a moment to tell us what we are doing well and what you would like to see continue (171 responses)

	
	TOTAL
	% of respondents

	GPOS / NHSA / Online contact options
	12
	7%

	Quality of care
	23
	14%

	Helpful / thorough staff / customer service from staff
	80
	47%

	Appointment availability
	21
	12%

	Telephone bookings
	2
	1%

	Everything
	7
	4%

	Call-back facility
	12
	7%

	Rapid Health
	1
	1%

	Quick & Easy to get registered
	1
	1%

	Fast Check in
	9
	5%

	Quick Medication Turn Around
	2
	1%

	Waiting times
	1
	1%



Question 1 – Other than the above what else could the surgery do, to make it easier for you to get through by phone? (please specify) (253 responses)

	
	TOTAL
	% of respondents

	Resolve 8am rush
	5
	2%

	Shorter phone waiting times
	19
	8%

	More appts / Sooner appts
	54
	21%

	Phone line for when running late
	1
	0%

	Reduce Queue
	13
	5%

	Extend Queue
	3
	1%

	Priority for non-technology Pts
	3
	1%

	Too many messages before getting to the queue
	1
	0%

	More staff
	26
	10%

	Improve Patient Partner
	1
	0%

	Book Day before no OTD
	1
	0%

	Make follow up appts more attainable
	3
	1%

	Ensure Call Back works
	9
	4%

	No suggestions / No improvements needed
	114
	45%



Question 2 – What would improve your experience when you contact us? (please tick one) (259 responses)

	
	TOTAL
	% of respondents

	Speaking to welcoming staff
	58
	22%

	An alternative being offered, if no appointments are available
	165
	64%

	Things being explained simply & clearly
	36
	14%



Question 3 – When you have an appointment, what could the Healthcare Professional do, to consider your mental wellbeing? (please tick one) (298 responses)
	
	TOTAL
	% of respondents

	A full explanation of the potential causes of your problem
	94
	32%

	A clear plan for treatment
	110
	37%

	Putting you at ease / being reassuring
	94
	32%



Question 4 – What would make it easier for you to contact us via our website? (225 responses)

	
	TOTAL
	% of respondents

	Ease of booking appts
	3
	1%

	Have not used the website
	6
	3%

	More obvious sign-posting / make it easier to use
	31
	14%

	Didn’t know you could use the website
	6
	3%

	Email the weblink
	4
	2%

	Different Qs for ongoing conditions
	1
	0%

	Kicks pt off of app on the first attempt logging in
	2
	1%

	Technology not easy for older Pts
	8
	4%

	Unable to log in
	3
	1%

	Simplise Process to gain access
	1
	0%

	Rapid Response to provide sooner appts
	1
	0%

	Easier to add children for NHS App
	5
	2%

	No suggestions / No improvements needed
	154
	69%





Question 5 – On a scale of 1 to 6 (1 being extremely unfriendly and unhelpful, and 6 being extremely friendly and helpful), how friendly and helpful are Reception staff? (219 responses)

	
	25/26
	24/25
	23/24
	22/23
	19/20
	18/19

	1
	3%
	1%
	0%
	3%
	2%
	0%

	2
	4%
	2%
	1%
	3%
	4%
	2%

	3
	3%
	9%
	10%
	4%
	8%
	5%

	4
	10%
	19%
	14%
	13%
	19%
	18%

	5
	38%
	32%
	37%
	41%
	33%
	30%

	6
	43%
	39%
	37%
	37%
	34%
	44%



Thank you for completing our survey, if you have any additional comments, enter them below. (247 responses)

	
	TOTAL
	% of respondents

	Sooner appts for acute problems
	8
	3%

	Online Nurse appts
	6
	2%

	Combine reception desks
	1
	0%

	More flexibility when running late
	1
	0%

	Hard to contact via phone
	2
	1%

	Be able to see same GP on-the-day
	1
	0%

	Technology not easy for older Pts
	5
	2%

	Friendly staff
	16
	7%

	OOH Availability
	6
	2%

	No suggestions / No improvements needed
	201
	80%



