PATIENT SURVEY 2025-26

· Conducted in January ‘26 by members of our Patient Participation Group (PPG).

· Based on the results of the national '25 GP Patient Survey, ours focused on the findings of that, that showed respondents:
· find it difficult to get through to the surgery by phone and to contact us via our website;
· do not have a ‘good’ experience of contacting us;
· think our Healthcare Professionals (HCPs) could be better at considering their mental wellbeing during appointments they have with us.

· We asked respondents to our survey to tell us:
· what more we can do to help them get through to us by phone;
· what changes we could make to our website to make it easier for them to contact us via it;
· what patients value when considering their experience when contacting us;
· what steps our HCPs could take to consider their mental wellbeing as part of appointments.

The results and actions were:

You said: “we would perceive it easier to get through to you via phone, if there were more or sooner appointments” (21% of respondents).

We did: reviewed the appointment templates of our GPs to see whether, when appointments become available to book, can be amended – following this, we amended our ‘Locum’ GP templates so that some of the appointments in those, were available to book in advance; we also: carried out an audit of our appointment book for one month to identify where staff had set bookable appointments to ‘un-bookable’, to ensure as few as possible are set that way – this was subsequently reviewed by the Practice Manager.

You said: “we would have a better experience when contacting you, if we were offered an alternative if none of our requested appointments were available” (64% of respondents).

We did: to ensure a consistent message, we implemented a standard response to be delivered by all staff who book appointments, when no appointments requested were available; we also: ensured all staff who book appointments were signposted to where they could confirm what procedures all of our HCPs can do.

You said: “your HCPs could better consider our mental wellbeing when we have an appointment with them by explaining the causes of our problem” (32% of respondents), “providing a clear plan for treatment” (37% of respondents) and “by being reassuring” (32% of respondents).

We did: reminded all HCPs at one of our weekly clinical meetings to clearly explain to patients, and then document in their medical record, the potential causes of patients’ presenting complaint, and a plan for treatment.

You said: “it needs to be more obvious how to contact you via your website” (approx. 14% of respondents).

We did: reviewed the website on all mediums that patient use (PC / laptop, phone, tablet) and amended it to ensure the ‘contact us’ options were as obvious as possible; we also: investigated the feasibility of repositioning our e-consultation provider’s link on our homepage, to draw patient’s attention to it (this link allows patients to contact us).

*Full survey results available on request
