
               
Patient Satisfaction Survey November 2019

1. Introduction   

This report summarises the results of the recent patient survey, together with key trends, year on 
year comparisons and related recommendations.  The survey is designed to gauge satisfaction 
with the various aspects of the patient journey. Many of the questions mirror those featured in the 
NHS GP Patient Survey for direct comparison, and there have been some additions made this 
year related to patients access to online services.   Section 2 summarises the main findings and 
trends, Section 3 the actual results, Section 4 some key trend graphs and Section 5 
recommendations.
Following the results and patient feedback from the February survey, the Practice has continued to
focus on the appointments system and communications, with support from the Patient 
Participation Group (PPG), in order to improve the patient experience.  Key to this has been the 
work that has been done on improving the look, feel and usability of the Practice website which 
now features many additional services and advice sections. In addition, there has been a focus on 
encouraging more patients to use Patient Access as well as the website.

The survey was completed by a total of 395 respondents representing an increase of 22.6% on 
the previous one in February and reflects an increased effort to encourage patients to take part.  
296 patients responded online and 99 in the practice using hard copies. 

                

2. Main Findings and Trends  

 In overall terms these results reveal an improvement in patient satisfaction since February 
across all aspects of the patient journey, as can be seen in Section 3 below.  

 A similar pattern has also been observed with the NHS GP Survey, where many of the 
current scores (also shown in Section 3) are higher even than the Bosmere Practice survey 
results, and for the most part higher than the National Average scores.

 The survey response rates have improved, reversing the trend in February, albeit further 
work is required to reach 2017 levels

 The satisfaction levels with the appointments and communications have improved since 
February, albeit they still show the greatest service gaps.

 More patients are now accessing information and services through the website. There is an 
opportunity to increase this further, building on the work already undertaken.

 The highest importance scores were assigned to the clinical-related aspects of the patient 
journey and the related performance scores have all increased since February

 Overall the hard copy results, completed by patients whilst in the practice, revealed an 
average of a 4 % higher performance score when compared to the online results.  It may be
noted that these patients have the most recent experience of the Practice and their views 
are therefore based on current rather than historical experiences



3. Survey Results.   

Patients were asked to indicate how important they viewed each aspect or factor related to the 
patient journey and then to score the Bosmere Medical Practice performance.   The difference 
between the resulting patients’ expectation and performance scores represents the relative service
‘gap’ for each of the factors, as illustrated in the graph below.   Focussing on the ‘gaps’ is useful 
for prioritising those actions which will be most meaningful to patients.  The new questions taken 
from the GP Survey do not feature an importance dimension.  The appointments system score 
was based on the hard copy responses only as online responses were not available.

The results are shown below, together with the February 2019 scores and the percentage change 
since then.  The GP Survey scores, together with the National averages are also detailed. 

 Nov 2019  Feb 2019  Nov 2019  Nov 2019

Importance Performance Service Gap Performance Change +/- GP Survey National Av

**Appointments system 84.7 73.8 -10.9 64.3 9.5 71.0 67

Reception 88.6 84.1 -4.5 80.9 3.2 96.0 89

Cleanliness 93.1 92.2 -0.9 91.4 0.8

Doctor care & concern 92.7 87.7 -5.0 86.4 1.3 93.0 87

Doctor confidence 91.8 87.4 -4.4 84.8 2.6 94.0 95

Nurse care & concern 93.4 88.7 -4.7 87.0 1.7 93.0 87

Nurse confidence 92.5 88.4 -4.1 85.6 2.8 94.0 95

Dignity & respect 93.6 91.0 -2.6 87.3 3.7

Referral arrangements 90.1 84.2 -5.9 83.5 0.7

Involved in decisions 91.0 86.9 -4.1 84.6 2.3 95.0 93

Needs met during appt 88.1 87.0 1.1 96.0 94

*Mental health needs understood 89.0 79.6 9.4 95.0 86

*Enough support last 12 months 84.5 76.0 8.5 90.0 78

Communications 90.4 77.5 -12.9 74.8 2.7

Overall satisfaction 84.3 79.2 5.1 89.0 83

Recommendation 87.3 79.6 7.7

*Of those answering YES or NO and not 'Not Applicable'

**GP Survey score is average of all appointment-related questions  

Patients were also asked additional questions related accessing the Bosmere Practice services 
online:

 Did you know you can do the following online? (please tick all that apply)

Track Referrals or find useful links to self-refer yourself to other NHS services 32
%

Request blood test results 32
%

Update your personal details 66
%

Submit queries about your current medication and request repeat 
prescriptions

54
%

Ask the nurse a question, for example: Complete a travel questionnaire to see
what jabs you need if you're going abroad

31
%

You are able to submit your blood pressure readings, smoking status, height, 23



weight and BMI which we will add to your patient records. %
There is a 'Treatment Room' where you will find useful information on minor 
illnesses and ailments and how to self-manage them at home and whether 
you should seek advice from a pharmacist or a GP

30
%

Book appointments and request medication 80
%

Request continuation sick certificates/fit notes 21
%

 Do you use Patient Access or The Bosmere Medical Practice Website?
46% of those patients who completed the hard copy survey use either the website or 
Patient Access, mostly for booking appointments and repeat prescriptions. Their further 
explanations are to be found in the Patients Comments, available from the Practice 
Manager.
55.8% of the online respondents stated they use Patient Access and 24.3% the Practice 
website.

 Do you know about the eConsult service that allows you to consult with your GP?
Yes 48%
No 52%

 If yes how effective was it on a scale of 1-10? 
Score 7.7

Patients were asked to comment on the one thing that would make the most difference to their 
experience of the Bosmere Medical Practice.  The responses very much reflect the survey scores 
and service gaps identified, with the appointment system and communications highlighted. 

4. Key Trends

The results of this survey reveal a positive movement for all aspects:

            



             

5.  Recommendations

It is recommended that: 

 the results of the October 2019 survey, together with the patients comments, are reviewed 
and discussed by the Partners, Practice and the Patient Participation Group in order to 
suggest and agree any appropriate actions. 

 the results of the survey, together with the patients comments/suggestions for improvement
are shared with relevant operational staff for consideration and action.

 the results of the survey, together with any Bosmere Medical Practice responses and any 
actions planned be communicated to patients in a timely fashion.

 a focus is maintained on the appointment system and communications, and improvements 
to the patient experience are identified and implemented, albeit within the confines of policy 
decisions made elsewhere.  

 continued efforts are made to increase  still further the number of patients using Patient 
Access or The Bosmere website  to access services and information.  Reference can be 
made to the results data in section 3 together with the attendant patient comments.

 efforts are made to develop strategies to increase survey participation rates still further for 
2020

 consideration is given to simplify the questionnaire by removing the importance dimension 
for next year as the patients priorities are now well established.  Further work is indicated to
ensure the website provider fully checks the questionnaire prior to publisihing and provides 
results data in a more usable format.
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