
 

  

 

 

 
Patient Satisfaction Survey February 2019 

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.  It should be noted that the GP Survey results featured relate to 2018.  Those for 2019 will 

be available later in the year.    The survey was completed by a total of 322 respondents.  This 

participation rate represents a decrease of 17% on the previous year continuing the downward 

trend in participation rates which has been observed since the change in the data collection 

system which is now managed through the new Bosmere Practice website.   The in-surgery paper-

based questionnaires were completed by only 22 patients.   Some caution needs to be used in 

making judgements based on one year’s figures, and especially with a reduced sample size.   

 

                                                                                                       

 

In overall terms the 2019 results seem to largely demonstrate a similar picture to 2018 in terms of 

patient satisfaction, however there is a significant decrease in satisfaction with the appointments 

systems, reversing the progress made in the 2018 survey. - see table in section 2  

1. Survey Results.  

Patients were asked to indicate how important they viewed each aspect or factor 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. 

As in previous years the appointments system and communications are especially highlighted 

as having the greatest service gaps. These gaps have increased since the 2018 survey by 4.7% 

and 3.6% respectively. It is recognised that there were considerable changes to the appointment 

and communications processes and systems during the last year and that further changes will be 

inevitable with the introduction of Primary Care Networks. 

 

 



 

 

 

Related GP Survey scores for 2018 based on 112 Responses:  

Appointments experience 68% Reception 94% Doctor care & concern 88% 

Doctor confidence 94% Nurse care & concern 88% Nurse confidence 94% 

Involved in decisions 92% Preferred GP accessed 37% Needs met during appt 96% 

Mental health needs 93% Enough support 12 months 81% Overall Satisfaction 89% 
 

 



 

 

From this survey patients it was established that 80% of respondents are aware of the facility to 

book appointments and order repeat prescriptions on line.  This represented an increase of 2% 

over the 2018 score.  

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 reflect the survey scores and service 

gaps identified, with the appointment system and communications highlighted. The responses 

are available from the Practice Manager.  

Respondents were also asked whether they felt the service at The Bosmere Practice had 

improved during the year and if they would recommend the Practice.  The 2019 results have 

shown a slight decrease in scores, and these are shown alongside the previous six years to show 

trends: 

 

                   

Further KeyTrends 2011-2019 

 

          
 

 

 

 

 

 

 

2. Annual Survey Results Data Comparisons 2011-2019. 



 

 2011 2013 2015 2016 
 

2017 
 
2018 

 
2019 

 
            

         

Appointment System 8.1 7.0 6.8 6.7 6.2 7.1 6.4  

Telephone Triage n/a 6.4 7.0 7.3 n/a n/a   

Access 7.2 8.2 8.1 7.7 8.2 n/a   

Reception 8.6 8.8 8.2 8.3 8.3 8.3 8.1  

Cleanliness 8.6 9.1 9.1 8.8 8.8 9.0 9.1  

Doctor care & concern 8.7 8.8 8.4 8.1 
 

8.2 
 

8.6 
 

8.6 
 
 

Doctor confidence 9 8.8 8.2 7.9 8.1 8.7 8.5  

Nurse care & concern 8.9 8.8 8.5 8.3 
 

8.4 
 

8.6 
 

8.7 
 

Nurse confidence 8.7 8.9 8.4 8.2 8.4 8.6 8.6  

Referrals 8.4 8.5 7.9 7.8 7.7 8.4 8.4  

Communications 8.5 7.9 7.9 7.4 7.2 7.7 7.5  

Dignity & respect n/a 9.0 8.6 8.5 8.5 8.9 8.7  

Involved in decisions n/a 8.8 8.4 8.3 8.3 8.5 8.5  

Overall satisfaction 8.6 8.3 7.9 7.9 7.7 8.3 7.9  
 

 

     

 Recommendation 

It is recommended that:  

• the results of the 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.  

• in coming to judgements reference should also be made to the latest 2019 results from the 

NHS Patient Survey for comparison.  These results should be available later in April and 

this report will be updated. 

• 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 patient access of the website and their knowledge of 

the services available through the website 

• efforts are made to develop strategies to increase survey participation rates for 2020.  It 

may be appropriate to establish whether other practices have any useful or innovative 

strategies.  It would be appropriate to introduce a target for patient participation in the 

annual survey, based on a precentage of the total patient population. 
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