InformGloucestershire
GP Patient Survey 2015-2016
About the Survey
The GP Patient Survey is now in its tenth year and is conducted by Ipsos MORI on behalf of NHS
England. The purpose of the survey is to use the information gathered to help the NHS to improve
local health services. The survey asks questions about the patients’ experiences of their GP surgeries
and other local NHS services, as well as asking questions about the patients and their general health.
The NHS is aiming to improve patient experiences at GP surgeries, the services available when GP
surgeries are closed, and access to NHS dental services. The GP Patient Survey aims to measure
these aspects in order to influence how services are delivered in the future.
Although the survey was originally conducted annually (January 20007 – March 2009), then on a
quarterly basis (April 2009 – March 2011), it is now carried out twice a year. Questionnaires for the
2015-16 survey were sent out in two waves – July-September 2015 (purple questionnaire), and
January-March 2016 (blue questionnaire). The questions were the same for both waves of
questionnaires, and the results from both waves were aggregated.
In total, around 2.15 million randomly selected patients were sent questionnaires. These patients
were registered at 7,787 different GP practices in England. To be eligible, a patient had to have: a
valid NHS number, be registered with a GP practice for 6 months or more, be aged 18 or over, and
have not received a survey in the past 12 months. Patients were given the option of completing the
survey by post, telephone or online. In addition, patients were offered the questionnaire in 13 other
languages, in BSL, as well as in braille and large print versions.
The survey specifically asked patients questions related to the following topics:









When patients last saw a GP or nurse at their practice
How easy or difficult it is to make an appointment at their practice
Waiting times
Satisfaction with opening hours
Quality of care received from the GP and practice nurses
Out-of-hours care
NHS dentistry
Patients’ current health circumstances
Page | 1



Awareness and use of online services at their GP surgery such as booking appointments and
ordering repeat prescriptions online

Results for this latest survey, as well as those for previous years, can be found on the Ipsos MORI GP
Patient Survey website: https://gp-patient.co.uk/surveys-and-reports. Weighted and unweighted
results are provided, however the weighted results are the ones officially used. Unweighted data are
not strictly comparable across survey years because the unweighted profile of respondents varies
slightly for each publication. Therefore, weighting ensures the results are more representative of
the population of adult patients registered with a GP.

Analysing the Results
This report sets out to compare the 2015-16 survey results from NHS Gloucestershire CCG against
the overall results from England. The whole survey contained a total of 44 questions on patients’
experiences of their GP surgery. Rather than analyse the entire survey, 12 key questions have been
selected from the main topics to provide an overview. For reference, a full copy of the JanuaryMarch 2016 questionnaire can be found in the Appendix at the end of this document.
In addition, comparisons have been made against the results from the 2014-15 survey. In general,
the results for both years are very similar. Where they do differ for individual questions, this will be
highlighted within the following analysis.

Response Rates
Of the 2,148,791 questionnaires sent out nationally (both waves combined), there was a total of
836,312 responses, giving an overall response rate of 38.9%. In Gloucestershire, the response rate
was much higher, with 53% of patients responding to the survey. The 2015-16 survey attracted a
much better response rate than the 2014-15 survey, the latter bringing in rates of 32.5% nationally
and 41% from within Gloucestershire.
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Survey Results (Summary)
Key questions used in this report from the GP Patient Survey are shown in the following Table 1. To
give an overall picture of the 2015-16 results, Table 1 shows all positive responses from
Gloucestershire patients (or responses given in the affirmative), and compares these to the national
average (first column), as well as to the Gloucestershire results from the 2014-15 survey (second
column). For the purpose of this summary, positive responses (as well as affirmative responses) have
been aggregated for each question, and the responses that have been grouped together are
specified with each question.
The most obvious message shown here is that all of the responses to these questions from
Gloucestershire patients are more positive (or more are answered in the affirmative) than in England
overall. This provides an encouraging picture that, as a county, patients are generally happier with
their experiences of their GP surgery than the national average.
In comparison with the 2014-15 survey, Table 1 also shows that in Gloucestershire:




More patients are aware of what online services their GP surgery offers
More patients now feel that they don’t have to wait too long to be seen in the surgery
More patients are satisfied with the hours the GP surgery is open

However:




Fewer patients now prefer to see or speak to a particular GP
Fewer patients are able to see or speak to the GP they prefer
Fewer patients are able to get an appointment to see or speak to someone

Responses to the other questions were very similar to 2014-15, and patients’ overall experience of
their GP surgery has not changed between the two years.
These responses might suggest that, although patients don’t always get to see their preferred GP or
manage to get an appointment, they do not seem to be more dissatisfied overall; in 2015-16, not as
many patients are actually asking to see a particular GP, and more patients are satisfied with the
hours the GP surgery is open. In addition, although waiting times for appointments seem to be the
same in 2015-16 as in the previous year, more patients now perceive that they don’t have to wait
too long.
Table 1 shows a very general picture of how Gloucestershire’s patients have responded to the 201516 survey. A more detailed analysis, broken down by question, with percentage results, follows in
the next section – “Survey Results (by Question)”.
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Table 1 – Comparison of Gloucestershire 2015-16 positive/affirmative responses with National
Average and with Gloucestershire 2014-15 responses
Gloucestershire Gloucestershire
Results:
Results:
Compared with Compared with
National
2014/15
Average

Access to GP Services
Generally, how easy was it to get through to someone at your GP surgery on the phone?
Answers summarised: "Very easy", "Fairly easy"



=

How helpful do you find the receptionists at your GP surgery?
Answers summarised: "Very helpful", "Fairly helpful"



=

As far as you know, which of the following online services does your GP surgery offer?
Answers summarised: "Booking appointments online", "Ordering repeat prescriptions online",
"Accessing medical records online"





Is there a particular GP you usually prefer to see or speak to?
Answers summarised: "Yes"





How often do you see or speak to the GP you prefer?
Answers summarised: "Always or almost always", "A lot of the time", "Some of the time"





Were you able to get an appointment to see or speak to someone?
Answers summarised: "Yes", "Yes, but had to call back closer to or on the day I wanted the
appointment"





How convenient was the appointment you were able to get?
Answers summarised: "Very convenient", "Fairly convenient"



=

How long after your appointment time do you normally wait to be seen?
Answers summarised: "Less than 5 minutes", "5 to 15 minutes"



=

How do you feel about how long you normally have to wait to be seen?
Answers summarised: "Don't normally have to wait too long"







=







=

Making an Appointment

Waiting Times

Last GP Appointment
Did you have confidence and trust in the GP you saw or spoke to?
Answers summarised: "Yes,definitely", "Yes, to some extent"

Opening Hours
How satisfied are you with the hours that your GP surgery is open?
Answers summarised: "Very satisfied", "Fairly satisfied"

Overall Experience
Overall, how would you describe your experience of your GP surgery?
Answers summarised: "Very good", "Fairly good"
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Survey Results (by Question)
Access to GP Services
Generally, how easy was it to get through to someone at your GP surgery on the phone?
In Gloucestershire, half of patients said they thought it was “fairly easy” to get through to someone
at their GP surgery on the phone. A further 30% said it was “very easy”. This overall positive
response rate of 80% shows that Gloucestershire patients are happier with the ease of surgery
telephone contact than in other parts of England, with the national average showing 70%.

Ease of getting through to someone at GP surgery
on the phone
NHS GLOUCESTERSHIRE CCG
ENGLAND

4%

Haven't tried

4%
4%

Not at all easy

9%
13%

Not very easy

17%
50%

Fairly Easy

46%
30%

Very Easy

24%
0%

% of respondents

100%
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How helpful do you find the receptionists at your GP surgery?
Half of the patients responding in Gloucestershire thought that receptionists in GP surgeries were
very helpful. Again, this was a more positive result than the national average of 44%. The overall
total of positive responses in Gloucestershire to this question was a high 90%, compared to 87% in
England.
In comparison to 2014-15, the results are completely unchanged for both areas, so receptionists are
perceived to be showing the same levels of helpfulness over both years.

Helpfulness of receptionists at GP surgery
NHS GLOUCESTERSHIRE CCG
ENGLAND

2%

Don't know

2%
2%

Not at all helpful

3%

6%

Not very helpful

8%
40%

Fairly helpful

43%
50%

Very helpful

44%
0%

% of respondents

100%
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As far as you know, which of the following online services does your GP surgery offer?
For this question, patients were asked to place an “x” in all boxes that applied to them. Nationally,
half of patients responding were not aware of what online services were offered by their GP surgery
(50%). There was a significantly lower rate of responses from Gloucestershire patients (45%) which
points to a higher level of awareness of GP surgery online services than in England.
Gloucestershire had a much higher proportion of patients being aware of the online ordering service
of repeat prescriptions than England (42% compared with 34%). In addition, 34% in Gloucestershire
knew they could book appointments online, compared with 31% in England. This showed a higher
awareness than the national averages for both answers.
Information about online services has become more prevalent over the last year. Within
Gloucestershire, awareness of being able to book appointments online has increased by an extra 5%
of patients between 2014-15 and 2015-16 (4% increase in England), and there was a similar increase
for ordering repeat prescriptions online of an extra 3% of patients in both Gloucestershire and
nationally.

Awareness of online services offered by GP surgery
45%

Don't know

50%

NHS GLOUCESTERSHIRE CCG
ENGLAND

6%

None of these

9%
5%

Accessing medical
records online

5%

Ordering repeat
prescriptions
online

42%
31%

Booking
appointments
online

34%
31%
0%

% of respondents

100%
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Is there a particular GP you usually prefer to see or speak to?
More than half of Gloucestershire patients have a preferred GP they prefer to see or speak
to (54% of respondents). This compares to 49% nationally.
In comparison to 2014/15, a preference to see or speak to a particular GP has diminished
slightly. In Gloucestershire it has decreased by 2%, and nationally, 3%.

Have a preferred GP to see or speak to
NHS GLOUCESTERSHIRE CCG
ENGLAND

1%

There is usually
only one GP in GP
surgery

2%

45%
No
49%

54%
Yes
49%
0%

% of respondents

100%
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How often do you see or speak to the GP you prefer?
Patients who answered “yes” to the previous question (“Is there a particular GP you usually
prefer to see or speak to?”) were then asked how often they were able to see their
preferred GP. Again, the Gloucestershire results were more favourable than the national
average. Patients in Gloucestershire stating they saw their preferred GP “always or almost
always” amounted to 40%, whereas this percentage for England overall was only 35%. It is
worth noting that in the 2014-15 survey, the responses were higher; 42% in Gloucestershire
and 37% in England. This highlights that it has become more difficult everywhere for
patients to see their GP of choice.

Frequency of seeing preferred GP
NHS GLOUCESTERSHIRE CCG
ENGLAND

1%

Not tried at this GP
surgery

1%
6%

Never or almost
never

8%
28%

Some of the time

33%
25%

A lot of the time

23%
40%

Always or almost
always

35%
0%

% of respondents

100%

Page | 9

Making an Appointment
Were you able to get an appointment to see or speak to someone?
A high 81% of Gloucestershire patients were able to get an appointment to see or speak to
someone. This was 8% higher than the national average of 73%. These percentages remain
almost unchanged from the 2014-15 survey.

Able to get an appointment to see or speak to someone
NHS GLOUCESTERSHIRE CCG
ENGLAND

4%

Can't remember
4%
8%
No
11%
Yes, but had to call
back closer to or on
the day they
wanted the appt.

8%
12%
81%

Yes
73%
0%

% of respondents

100%
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How convenient was the appointment you were able to get?
Patients who answered “yes” or “yes, but I had to call back closer to or on the day I wanted
the appointment” to the previous question (“Were you able to get an appointment to see or
speak to someone?”) were then asked how convenient this appointment was. A total of 94%
of Gloucestershire respondents thought the appointment was either very or fairly
convenient. This rate was comparable with the national average of 92%, and was very
similar to 2014-15 results.

Convenience of appointment
NHS GLOUCESTERSHIRE CCG
ENGLAND

1%

Not at all
convenient

1%
6%

Not very
convenient

7%
44%

Fairly convenient
46%
50%
Very convenient
46%
0%

% of respondents

100%

Page | 11

Waiting Times
How long after your appointment time do you normally wait to be seen?
Although only 10% of all patients reported being seen within 5 minutes, around two thirds
were seen within 15 minutes of their appointment time (69% in Gloucestershire, 65% in
England). Approximately a quarter of patients had to wait longer than 15 minutes (24% in
Gloucestershire, 27% in England). Results were almost identical to those from the 2014-15
survey.

Waiting time at surgery
NHS GLOUCESTERSHIRE CCG
ENGLAND

5%

Can't remember

5%
24%

More than 15
minutes

27%

59%

5 to 15 minutes

55%
10%

Less than 5
minutes

10%

Don't normally
have appointments
at a particular time

3%
4%
0%

% of respondents

100%
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How do you feel about how long you normally have to wait to be seen?
When asked how they felt about the length of time they had to wait to be seen, 29% of
respondents in Gloucestershire felt they either had to wait a bit too long, or far too long,
which was a more positive response rate than in England, which was 34%. In general,
Gloucestershire patients felt happier with their waiting times than patients nationally, with
63% saying they felt they didn’t have to wait too long, compared with 58% in England.
Compared with the 2014/15 survey, the national average remains unchanged. In
Gloucestershire, however, the overall impression of waiting times has slightly improved,
with 2% more patients responding that they don’t normally have to wait too long.

Impression of waiting time at surgery
NHS GLOUCESTERSHIRE CCG
ENGLAND

8%

No opinion /
doesn't apply

8%
7%

Have to wait far
too long

9%
22%

Have to wait a bit
too long

25%

Don't normally
have to wait too
long

63%
58%
0%

% of respondents

100%
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Last GP Appointment
Did you have confidence and trust in the GP you saw or spoke to?
A large proportion of Gloucestershire respondents said they definitely had confidence and
trust in the GP they saw at their last appointment (70%). A further 25% said that, to some
extent, they had confidence and trust in the GP, giving a high overall positive response rate
of 95%. Although the positive response rates are similar to the national average,
Gloucestershire’s rate for definite confidence and trust in the GP was 6 percentage points
higher.

Confidence and trust in GP
NHS GLOUCESTERSHIRE CCG
ENGLAND

3%

Don’t know / can't
say

4%
3%

No, not at all
4%
25%
Yes, to some extent
28%
70%
Yes, definitely
64%
0%

% of respondents

100%
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Opening Hours
How satisfied are you with the hours that your GP surgery is open?
Overall, Gloucestershire’s respondents were either fairly or very satisfied with GP surgery
opening hours, with rates totalling 78%. Most respondents stated they were “fairly
satisfied”. The responses equated similarly to the national averages, and there was little
change from the survey responses in 2014-15. Negative responses to opening hours totalled
8% in Gloucestershire and 9% nationally.

Satisfaction with opening hours
4%

Not sure when GP
surgery is open

NHS GLOUCESTERSHIRE CCG
ENGLAND

5%
2%

Very dissatisfied

3%
6%

Fairly dissatisfied

6%
10%

Neither satisfied
nor dissatisfied

11%
41%

Fairly satisfied

40%
37%

Very satisfied

36%
0%

% of respondents

100%

Page | 15

Overall Experience
Overall, how would you describe your experience of your GP surgery?
Almost half of Gloucestershire respondents said that the overall experience of their GP
surgery was “very good” (49%), and a further 40% said their experience was “fairly good”.
The national average rates were evenly split across “fairly good” and “very good” responses
(42% and 43% respectively).
Patients in Gloucestershire stating they’d had a poor experience of their GP surgery
amounted to 3% overall which, again, was more favourable than the national average of 5%.
Responses were almost identical to those from the 2014-15 survey.

Overall experience of GP surgery
NHS GLOUCESTERSHIRE CCG
ENGLAND

1%

Very poor

1%
2%

Fairly poor

4%

7%

Neither good nor
poor

10%
40%

Fairly good

42%
49%

Very good

43%
0%

% of respondents

100%
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Appendix (Jan-Mar 2016 Questionnaire)
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