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NHS England – Patient Survey – Published on 8th January 2015 
 

2015 438 Surveys Sent Out 102 Surveys Sent Back 23% Completion Rate 

2017 382 Surveys Sent Out 118 Surveys Sent Back 31% Completion Rate 

 
Green = 8/10% higher than national average 
Red = 8/10% lower than national average 
 
What the Practice Does Best  
 

Details 
% 

Score 
2015 

% 
Score 
2017 

CCG 
Average 

National 
Average 

Comments 

Patients say the last GP they saw 
or spoke to was good at listening 
to them 

96% 93% 91% 91%  

Patients have confidence and 
trust in the last GP they saw or 
spoke to 

96% 97% 95% 95%  

Patients say the last GP they 
saw or spoke to was good at 
giving them enough time 

95% 95% 86% 86% The GPs are passionate about their 
patients and like to ensure that the 
patients feel satisfied with the service 
and the consultation before they leave, 
regardless of how long this may take. 

Patients say the last GP they 
saw or spoke to was good at 
treating them with care and 
concern 

94% 91% 86% 86% The practice team work hard to ensure 
that patients feel welcome and at ease 
when seeing the GP. 

Patients say the last GP they saw 
or spoke to was good at 
explaining tests and treatments 

93% 94% 86% 86%  

Patients say the last Nurse they 
saw or spoke to was good at 
giving them enough time 

93% 94% 91% 92%  

Patients say the last Nurse they 
saw or spoke to was good at 
listening to them 

93% 93% 91% 91%  

Patients say the last Nurse they 
saw or spoke to was good at 
treating them with care and 
concern 

93% 93% 90% 91%  

Patients Say the last nurse they 
saw or spoke to were good at 
involving them in decisions about 
their care 

92% 92% 86% 85%  

Patients say the last Nurse they 
saw or spoke to was good at 
explaining tests and treatments 

92% 94% 90% 90%  

Patients say it is easy to 
telephone the out-of-hours service 

92% - 85% 76%  

Patients say that the last GP 
they saw or spoke to was good 
at involving them in decisions 
about their care 

90% 91% 82% 82% All of the GPs work really hard to 
engage with patients and ensure that 
they feel involved and cared for 

Patients describe their overall 
experience of this surgery as 
good 

89% 93% 84% 85%  

Patients are satisfied with the 
surgery’s opening hours 

80% 82% 76% 76%  



Patients feel they received out-
of-hours care quickly 
 
 

80% - 73% 60% The practice does not feel that it has 
any contribution to this score 

Patients describe their out-of-
hours experience as good 

77% - 81% 68% The practice does not feel that it has 
any contribution to this score 

Patients with a preferred GP 
usually get to see or speak to 
that GP 

68% 68% 55% 56% The practice has in the last year worked 
particularly hard in ensuring all patients 
over the age of 75 have a named GP for 
their care. Equally so this has now been 
extended for all patients regardless of 
their age. The practice operates a triage 
service every day for urgent care and 
also offers some same day access more 
recently. The patients seem to like the 
same day access. 

 
What the Practice Could Do Better   

Details 
% 

Score 
2015 

% 
Score 
2017 

CCG 
Average 

National 
Average 

Comments 

Patients had confidence and trust 
in the last nurse they saw or 
spoke to 

92% 98% 97% 97%  

Patients say the last appointment 
they got was convenient  

88% 78% 76% 81%  

Patients find the receptionists at 
this surgery helpful 

80% 89% 86% 87%  

Patients were able to get an 
appointment to see or speak to 
someone the last time they tried.  

79% 86% 81% 84%  

Patients would recommend this 
surgery to someone new to the 
area 

77% 80% 75% 77%  

Patients had confidence and trust 
in the out-of-hours clinician they 
saw or spoke to.  

76% - 87% 80%  

Patients describe their 
experience of making an 
appointment as good 

64% 72% 70% 73% We feel that this score may well reflect 
the difficulties that patients can 
experience in getting through to the 
practice on the telephone at peak times. 

Patients feel they don’t normally 
have to wait too long to be seen.  

54% 37% 51% 58%  

Patients usually wait 15 
minutes or less after their 
appointment time to be seen.  

51% 30% 58% 64% The numbers of patients presenting with 
multiple problems including social 
issues is rising and therefore makes it 
difficult to keep to time for some GPs. 
Generally the GPs do start their 
surgeries on time. The practice has had 
an increase in its practice list size which 
has included a large number of foreign 
patients who require double 
appointments and interpreters which 
can make consulting difficult 
sometimes. 

Patients find it easy to get 
through to this surgery by 
phone.  

47% 62% 69% 71%  The practice does not own the 
telephone system within the building 
and it is therefore difficult to change 
this. Reception staff are allocated 
specifically to a telephone switch during 
peak times and the receptionist wears a 
headset to allow them to work more 
effectively when dealing with calls. 
The practice would like to add in 
another phone line, but the cost for this 
is extortionate and has to be bought 



through the landlord.  

 

 
 
 
 
Please click on the link below for full results of the latest patient survey carried out by NHS England 
 
https://gp-patient.co.uk/practices/P84029 
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