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Review of GP Patient Survey 2021 

The GP Patient Survey is an independent annual survey undertaken run by Ipsos Mori which allows 

practice’s to understand how patients view the practice’s team and services. A survey is sent to a 

random selection of patients who are asked to complete the survey. 

84% of patients described their overall experience of our GP practice as good, compared to 83 % last 

year. 

As a practice we are mainly pleased with the results although we know there is room for improvement. 

What this practice does best 

These are the three results for this practice that are the highest compared to the CCG 

average. 

82% of respondents say they have had enough support from the local services or 

organisations in the last 12 months to help manage their long-term condition 

Local (CCG) average: 76%  National average 74% 

 

97%  of respondents felt their needs were met during their last general practice 

appointment 

Local (CCG) average: 95%  National average: 94% 

 

97% of respondents took the appointment they were offered 

Local (CCG) average: 98 %  National average: 98% 

 

What this practice could improve 

These are the three results for this practice that are the lowest compared to the CCG 

average. 

55% of respondents say find it easy to get through on the phone 

Local (CCG) average:  71% National average: 68% 

 

63% of respondents describe their experience of making an appointment as good 

Local (CCG) average:  75% National average: 71% 

 

85% of respondents say the healthcare professional they saw or spoke to was good at 

listening to them during their last general practice appointment 

Local (CCG) average:  90 % National average: 89% 
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What will we do about the results? 

We know that it can be frustrating trying to get through on the telephone and is due to a variety of 

factors. We have increased the amount of time we spend using telephones, as we increased the 

amount of telephone triage by the clinicians. This initially was due to the restrictions COVID placed on 

the practice. We have always continued to see patients face to face however the increased contact by 

telephone has meant it has made it difficult for patients to get through 

We use a digital platform called Footfall which is part of our website. Patients are able to communicate 

with the practice via email. Footfall allows us to process requests and queries through the system by 

patients completing an online forms. When patients telephone the practice we complete a form on 

the patient’s behalf so that the request can be dealt with. We realise that this has meant the 

receptionist team spend more time on the telephone. 

You said: we can’t get through on the phone 

We said: we will employ an additional receptionist in the mornings from 1st September to increase the 

number of people we have to answer the phone. We are also looking at a new telephone system and 

are in the early stages of a discussion with the Norfolk and Waveney Clinical Commissioning Group 

about this. 

 

37% of patients said they didn’t feel they had a good experience making an appointment 

We said: we would like to know more about why the patients felt like this. As the surveys are 

anonymous we are unable to talk to the patients who were surveyed about this. In September we will 

undertake a patient survey to receive feedback about making an appointment. 

 

85% of patients said the healthcare professional they saw or spoke to was good at listening to them 

during their last general practice appointment. 

We said: again we would like to know more about how our patients feel so we will be undertaking a 

survey about this. All the team receive a copy of this document so we will all reflect on the findings of 

the survey. 

 

Finally: we will continue to work hard as a team to meet the needs of the patients. We have a Patient 

Participation Group, which is a group of patients who meet with the practice to discuss our services, 

how we can make improvements and also to find out what is going on at your local surgery. Currently 

we hold virtual meetings on a monthly basis, usually in the evening. If you feel you would like to join 

the group, please let us know. We would love to have your support. Email sasha.sewell@nhs.net or 

telephone the practice and ask to join the group. One of the PPG members will get in touch with you. 
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