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Caring 

 

 

 National GP Survey results 

 

Note: The questions in the 2018 GP Survey indicators have changed. Ipos MORI have advised that the 

new survey data must not be directly compared to the past survey data, because the survey methodology 

has changed in 2018. This means that we cannot be sure whether the change in scores was due to the 

change in methodology, or was due to a genuine change in patient experience. 

 

Practice 

population size 
Surveys sent out Surveys returned 

Survey 

Response rate% 

% of practice 

population 

2769 376 96 25.5% 3.47% 

 

Indicator Practice 
CCG 

average 
England 
average 

England 
comparison 

The percentage of respondents to the GP 
patient survey who stated that the last time 
they had a general practice appointment, the 
healthcare professional was good or very 
good at listening to them (01/01/2018 to 
31/03/2018) 

73.5% 82.8% 89.0% 
Comparable 

with other 
practices 

The percentage of respondents to the GP 
patient survey who stated that the last time 
they had a general practice appointment, the 
healthcare professional was good or very 
good at treating them with care and concern 
(01/01/2018 to 31/03/2018) 

72.0% 79.7% 87.4% 
Comparable 

with other 
practices 

The percentage of respondents to the GP 
patient survey who stated that during their last 
GP appointment they had confidence and trust 
in the healthcare professional they saw or 
spoke to (01/01/2018 to 31/03/2018) 

89.1% 92.9% 95.6% 
Comparable 

with other 
practices 

The percentage of respondents to the GP 
patient survey who responded positively to the 
overall experience of their GP practice 
(01/01/2018 to 31/03/2018) 

65.7% 77.6% 83.8% 
Comparable 

with other 
practices 

Any additional evidence or comments 
 
In the 2017 GP patient survey the practice was rated 59% for questions related to listening, which 
shows a 15% improvement in 2018 survey.  
There was a 2% year on year improvement on questions relating to patients being treated with care 
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Indicator Practice 
CCG 

average 
England 
average 

England 
comparison 

and concern and an 8% increase in patients’ overall experience of the practice. 
The practice worked with the patient participation group to design and carry out their own patient 
satisfaction survey in May 2018 and received 87 responses. Ninety one percent of patients stated 
they were happy with their experiences at the practice, 89% stated that they feel listened to and 97% 
stated they were treated with kindness, care and compassion. 
 
As a result of patient concerns, the practice now employed a long-term locum nurse for continuity of 
care. The 2017 national GP patient survey took place during a practice transition due to the burning 
down of the practice premises. Since then the practice have relocated to a temporary building that 
they have converted to give stability and continuity back to patients.  
 
 

 

 

Question Y/N 

The practice carries out its own patient survey/patient feedback exercises. Y 

 

Date of 

exercise 
Summary of results 

May 2018 Eighty-seven patients responded to the practice patient satisfaction survey. 

• 79% stated that it was easy or sometimes easy to see the GP of their choice. 

• 89% stated that they felt listened to. 

• 97% stated they were treated with kindness, care and compassion. 

 

  Involvement in decisions about care and treatment 

 

National GP Survey results 

Indicator Practice 
CCG 

average 
England 
average 

England 
comparison 

The percentage of respondents to the GP 
patient survey who stated that during their last 
GP appointment they were involved as much 
as they wanted to be in decisions about their 
care and treatment (01/01/2018 to 
31/03/2018) 

86.7% 90.2% 93.5% 
Comparable 

with other 
practices 

 

 

Question Y/N 

Interpretation services were available for patients who did not have English as a first 
language. 

Y 
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Patient information leaflets and notices were available in the patient waiting area which 
told patients how to access support groups and organisations. 

Y 

Information leaflets were available in easy read format. Y 

Information about support groups was available on the practice website. N/A 

 

Carers Narrative 

Percentage and 
number of carers 
identified 

53 (2% of the practice list) 

 

How the practice 
supports carers 

There was information about support available to carers displayed in the 
patient waiting area, carers were offered an annual flu vaccination and were 
given priority appointments. 

 

How the practice 
supports recently 
bereaved patients 

 Bereaved patients were sent sympathy cards and offered appointments at 
times suitable to them. They were also referred for further support if required. 

 

 

 

  Privacy and dignity 

Question Y/N 

Curtains were provided in consulting rooms to maintain patients’ privacy and dignity 
during examinations, investigations and treatments. 

Y 

 

 Narrative 

Arrangements to 
ensure confidentiality 
at the reception desk 

Staff spoke quietly at the reception desk to avoid as much as possible 
conversations being overheard. When a patient wished to discuss sensitive 
issues, they would be taken to a private area to do this. 

 

 

Question Y/N 

Consultation and treatment room doors were closed during consultations. Y 

A private area was available if patients were distressed or wanted to discuss sensitive 
issues. 

Y 

 

Examples of specific feedback received: 

Source Feedback 

Staff member The practice now has a hearing loop for people with hearing difficulties which 
helps with respecting their dignity. 
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Responsive 

Responding to and meeting people’s needs 

Practice Opening Times 

Day Time 

Monday 9am to 6pm 

Tuesday 9am to 6pm 

Wednesday 9am to 8pm 

Thursday 9am to 6:30pm 

Friday 9am to 6pm 
 

Appointments available 

Monday - Friday 
9:30am to 12:30pm and 2pm to 5:30pm (6:30pm 
on Thursdays) 

Extended hours opening 

Wednesday 6:30pm to 8pm 

 

Home visits Y/N 

The practice had a system to assess whether a home visit was clinically necessary 
and the urgency of the need for medical attention 

Y  

If yes, describe how this was done 

Reception staff alerted GPs to home visit requests who would then contact the patient to decide whether 
a home visit was clinically necessary. 

 

 

National GP Survey results 

Practice 

population size 
Surveys sent out Surveys returned 

Survey 

Response rate% 

% of practice 

population 

2769 376 96 25.5% 3.47% 

 

Indicator Practice 
CCG 

average 
England 
average 

England 
comparison 

The percentage of respondents to the GP 
patient survey who stated that at their last 
general practice appointment, their needs 
were met (01/01/2018 to 31/03/2018) 

91.2% 92.3% 94.8% 
Comparable 

with other 
practices 
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Timely access to the service 

National GP Survey results 

 

Indicator Practice 
CCG 

average 
England 
average 

England 
comparison 

The percentage of respondents to the GP 
patient survey who responded positively to 
how easy it was to get through to someone at 
their GP practice on the phone (01/01/2018 to 
31/03/2018) 

62.2% 61.4% 70.3% 
Comparable 

with other 
practices 

The percentage of respondents to the GP 
patient survey who responded positively to the 
overall experience of making an appointment 
(01/01/2018 to 31/03/2018) 

64.4% 63.7% 68.6% 
Comparable 

with other 
practices 

The percentage of respondents to the GP 
patient survey who were very satisfied or fairly 
satisfied with their GP practice appointment 
times (01/01/2018 to 31/03/2018) 

63.0% 65.2% 65.9% 
Comparable 

with other 
practices 

The percentage of respondents to the GP 
patient survey who were satisfied with the type 
of appointment (or appointments) they were 
offered (01/01/2018 to 31/03/2018) 

68.0% 69.8% 74.4% 
Comparable 

with other 
practices 

Any additional evidence or comments 
 
The practice installed an additional incoming phone line and purchased a practice mobile phone to be 
used when patients in an emergency when they were unable to get through to the practice landline. 
The practice increased their opening hours to include Thursday afternoons to give greater access to 
patients. 
 

 

 

 

Listening and learning from complaints received 

 

Complaints Y/N 

Number of complaints received in the last year. 4 

Number of complaints we examined 2 

Number of complaints we examined that were satisfactorily handled in a timely way 2 

Number of complaints referred to the Parliamentary and Health Service Ombudsman 0 
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Additional comments: 

The practice kept a verbal complaints book in the reception area which reception staff would use to 
document complaints. These were showed to the practice manager who would deal with the complaint in 
a timely way and share outcomes and learning with all relevant staff members. 

 

 

Example of how quality has improved in response to complaints 

Because of complaints, the practice increased its access to services and displayed a poster in the 
waiting room highlighting what patients have requested and what the practice has done as a result. 
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Notes: CQC GP Insight 

GP Insight assesses a practice's data against all the other practices in England. We assess relative performance for the majority of indicators using a “z-score” 

(this tells us the number of standard deviations from the mean the data point is), giving us a statistical measurement of a practice's performance in relation to 

the England average. We highlight practices which significantly vary from the England average (in either a positive or negative direction). We consider that 

z-scores which are higher than +2 or lower than -2 are at significant levels, warranting further enquiry. Using this technique we can be 95% confident that the 

practices performance is genuinely different from the average. It is important to note that a number of factors can affect the Z score for a practice, for example 

a small denominator or the distribution of the data. This means that there will be cases where a practice’s data looks quite different to the average, but still 

shows as comparable, as we do not have enough confidence that the difference is genuine. There may also be cases where a practice’s data looks similar 

across two indicators, but they are in different variation bands. 

The percentage of practices which show variation depends on the distribution of the data for each indicator, but is typically around 10-15% of practices.  The 

practices which are not showing significant statistical variation are labelled as comparable to other practices. 

N.B. Not all indicators in the evidence table are part of the GP insight set and those that aren’t will not have a variation band. 

The following language is used for showing variation: 

 Variation Band Z-score threshold 

1 Significant variation (positive) Z ≤-3  

2 Variation (positive) -3 < Z ≤ -2 

3 Comparable to other practices -2 < Z < 2 

4 Variation (negative) 2 ≤ Z < 3 

5 Significant variation (negative) Z ≥3 

6 No data Null 

 

Note: for the following indicators the variation bands are different: 

• Child Immunisation indicators. These are scored against the World Health Organisation target of 95% rather than the England average. 
 

It is important to note that z-scores are not a judgement in themselves, but will prompt further enquiry, as part of our ongoing monitoring of GP practices. 

Guidance and Frequently Asked Questions on GP Insight can be found on the following link: 

http://www.cqc.org.uk/what-we-do/how-we-use-information/monitoring-gp-practices   

Glossary of terms used in the data. 

• COPD: Chronic Obstructive Pulmonary Disease 
• PHE: Public Health England 
• QOF: Quality and Outcomes Framework (see https://qof.digital.nhs.uk/). 
• RCP: Royal College of Physicians. 
• STAR-PU: Specific Therapeutic Group Age-sex weightings Related Prescribing Units. These weighting allow more accurate and meaningful comparisons within a specific 

therapeutic group by taking into account the types of people who will be receiving that treatment.( See NHS Choices for more details). 

http://www.cqc.org.uk/what-we-do/how-we-use-information/monitoring-gp-practices
https://qof.digital.nhs.uk/
https://www.nhs.uk/Scorecard/Pages/IndicatorFacts.aspx?MetricId=443

