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GP Patient Survey Results 
 
July 2021 – Sarah Ellett 
 
 
Purpose:  For information  For discussion    For decision  For action  

 

Introduction: 

The GP Patient Survey is an independent survey run by Ipsos MORI on behalf of NHS England.  The survey is 

sent out to over two million people across the UK.  The results show how people feel about their GP practice. 

This report summarises the survey results for Adur Health Partnership, and is broken down by the three legacy 

practices.  It is important to note the survey results are just post-merge, and responses were gathered from 

292 patients between January and March 2021 and therefore represents approximately 0.8% of our registered 

practice population. 

 

Survey results – top level summary:  

Patient experience is best for all practice sites for: 

Appointment times available 

Other results which show higher satisfaction levels when compared to local CCG averages are: 

Appointment times offered 

Support available to help patients manage their long term conditions 

Being able to see or speak to their preferred GP 

Healthcare professionals are good at listening to patients 

Being offered a choice of appointment 

 

Where patient experience could improve: 

Being able to get through on the phone  

 Helpfulness of receptionist  

 Having their needs met during their last appointment  

 Confidence and trust in the healthcare professional  

  Patients involved in decision making about their care and treatment  

The following areas have been identified as amongst the highest satisfaction levels at one site (as reported 

above), and amongst the lowest at another (although to be noted still broadly in line with CCG and national 

satisfaction levels). 

Support available to help patients manage their long term conditions 

Being able to see or speak to their preferred GP 

Healthcare professionals are good at listening to patients 

Being offered a choice of appointment 
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Survey results – the detail:  

Over the next two pages the top level summary by individual practice location shows where patient experience 

is best, and where patient experience could improve. 

As the results have been broken down by location, pages 4-10 shows the detailed results for all questions asked 

and compares each of the three legacy practices, plus the local CCG and national averages.  By comparing 

patient experience in this way Adur Health Partnership can make some informed decisions on the areas to 

prioritise for action as a result of what our patients are telling us. 

Suggested actions can be found on page 11. 

 

Survey results – top level summary for Harbourview Healthcare (displaying as Adur Health Partnership): 
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Survey results – detail for all three practices, benchmarked against local and national satisfaction levels: 
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Actions: 

Most of the survey responses confirm patient experience is largely in line with the local CCG or national figure, 

and in the vast majority of cases, is higher.  There are a few areas where we will take action, in response to 

these survey results: 

1. Improve telephone access 

WHAT? WHEN? WHO? 

New phone system Install August 
Train Staff August/September 
Go-live Tuesday 7 September 

Executive Director responsible for 
IT and Digital 

Streamline “reception admin” and 
separate away from phones  

Review throughout August to 
October (link with review of GP 
appointment systems and demand 
vs capacity work with PPC) 

Executive Directors with 
Reception Team Leads  
 

Introduce/train reception staff on 
care navigation and sign posting 

Link with work being done with 
PPC on the model the doctors 
would like to adopt 

Executive Director responsible for 
Service Delivery, Medical Director 
and Director of Operations 

Recruit to fill all gaps in reception 
team 

By September, all posts filled by 
October 

Executive Director responsible for 
IT and Digital 

Educate patients, via social media 
and practice website, posters in 
waiting areas and in response to 
any patient enquiries 

Ongoing Executive Director responsible for 
IT and Digital and IT Assistant  

Promote alternative ways to 
contact the practice (e.g. 
eConsult) 

Ongoing Executive Director responsible for 
IT and Digital and IT Assistant 

 

2. Improve appointment access 

WHAT? WHEN? WHO? 

Ensure adequate locum cover Ongoing Rota Manager(s) 
 

Recruit Rota Manager In post by October Executive Directors  

Streamline appointments 
(includes review of “on the day” 
and routine access, as well as 
online access) 

September and October – link 
with review of GP appointment 
systems and demand vs capacity 
work with PPC 

GP Appointments Working Group 
and PPC  

Increase evening and weekend 
appointments 

From September Executive Director responsible for 
Service Delivery, PCN Clinical 
Director 

 

3. Improve support for patients with long term conditions 

WHAT? WHEN? WHO? 

Promote SCFT’s Living Well 
Programme 

Ongoing Nursing team (during chronic 
disease reviews) and Recalls team 
(when sending letters in the post 
or via text, sign posting to 
organisations that can help) 

 

A final action is to re-engage with our legacy Patient Participation Group (PPG) members, and set up a new 

AHP PPG.  We are working with HealthWatch, who have drawn up a written proposal to support AHP with 

this, and a launch event for our new PPG is planned for early September.  


