Patient Participation Group Website Survey

Introduction

This survey was commissioned by the Patient Participation Group for Palfrey Health Centre in consideration of the 2024 National GP
Patient Survey.

The patient participation group advised to undertake a 'snap survey’ over 6 months from October, 2024 — April, 2025 and based on
the national survey questions. Select practice staff were deployed to assist the PPG in conducting this survey.

The practice website provider, latro, was commissioned to design the survey using google forms hosted on the Palfrey Health Centre
website. Care was taken to ensure survey questions were identical to those referenced in the national GP survey. The AccuRx SMS
platform was used to send a secure SMS link for the survey to the entire practice population. The practice patient management
system, EMIS, was used to download a CSV file containing the contact details of patients used for generating the SMS link.

The survey was opened from 30 October 24 with Patients able to access their link at anytime during the survey period and their
response was securely retained by the website. The survey was closed on 7 April 25. Every response was logged with auditable
metadata by the website provider during the survey period.

Practice management were informed of the findings once the data had been reviewed and a report prepared by the patient
participation group was ratified

Conclusion
Overall, a consistently greater participation to the national GP patient survey was observed.

The findings from this survey indicated that for each of the survey questions the patient response rate matched or exceeded the local
& national average as presented in the national survey.

Patients responded more positively (57%) to accessing the service by telephone. A new telephone system was introduced in late
2024.

Patients responded more positively (69%) to overall experience of the GP service, and comparable to the response in the national
survey.



Patient Participation Group Website Survey

Results

The survey results have been allocated to category headers, as the national survey, for ease of reference, below.
Each category question & response are presented in graphical format.

Your GP practice services

* Generally, how easy or difficult is it to contact your GP practice on the phone? Asked of all patients. Patients who selected "I haven’t tried"
have been excluded.

* Generally, how easy or difficult is it to contact your GP practice using their website? Asked of all patients. Patients who selected "l haven’t
tried" have been excluded.

* Generally, how easy or difficult is it to contact your GP practice using the NHS App? Asked of all patients. Patients who selected "l haven’t
tried" have been excluded.

* Overall, how helpful do you find the reception and administrative team at your GP practice? Asked of all patients. Patients who selected "I
don’t know" have been excluded.

* How often do you get to see or speak to your preferred healthcare professional when you ask to? Asked of all patients who have a
healthcare professional they prefer to see or speak to. Patients who selected "I haven’t tried" have been excluded.

Your last contact

* Once you had contacted your GP practice, did you know what the next step in dealing with your request would be? Asked of patients who
have tried to contact their GP practice since being registered, except those whose call was not answered. Patients who selected "I couldn’t
contact my practice" have been excluded.

* How soon after you contacted your GP practice did you know what the next step would be? Asked of patients who knew what the next
step in dealing with their request would be. Patients who selected "I can’t remember" have been excluded.

* Overall, how would you describe your experience of contacting your GP practice on this occasion? Asked of patients who have tried to
contact their GP practice since being registered

Your last appointment

* Were you offered the following choices? Asked of patients who had an appointment since being registered with current GP practice.
Patients who selected "I didn’t need a choice" or "l can’t remember" have been excluded.

* Were you offered the following choices? Asked of patients who had an appointment since being registered with current GP practice.
Patients who selected "I didn’t need a choice" or "l can’t remember" have been excluded.

* How do you feel about how long you waited for your appointment? Asked of patients who had an appointment since being registered with
current GP practice. Patients who selected "I don’t know" have been excluded.

* During your last appointment, how good was the healthcare professional at treating you with care and concern? Asked of patients who
had an appointment since being registered with current GP practice. Patients who selected "I don’t know or it didn’t apply" have been
excluded.

* During your last appointment, how good was the healthcare professional at treating you with care and concern? Asked of patients who
had an appointment since being registered with current GP practice. Patients who selected "I don’t know or it didn’t apply" have been
excluded.

* During your last appointment, how good was the healthcare professional at considering your mental wellbeing? Asked of patients who
had an appointment since being registered with current GP practice. Patients who selected "I don’t know or it didn’t apply" have been
excluded.

* Did you feel that the healthcare professional had all the information they needed about you? Asked of patients who had an appointment
since being registered with current GP practice. Patients who selected "I don’t know or it didn’t apply" have been excluded.

* Did you have confidence and trust in the healthcare professional you saw or spoke to? Asked of patients who had an appointment since
being registered with current GP practice. Patients who selected "l don’t know or it didn’t apply" have been excluded.

* At your last appointment, were you involved as much as you wanted to be in decisions about your care and treatment? Asked of patients
who had an appointment since being registered with current GP practice. Patients who selected "l can’t remember or it didn’t apply" have
been excluded.

* Thinking about the reason for your last appointment, were your needs met? Asked of patients who had an appointment since being
registered with current GP practice. Patients who selected "l don’t know" have been excluded.

Your health

* In the last 12 months, have you had enough support from local services or organisations to help you manage your conditions or illnesses?
Asked of all patients with a long-term condition or illness. Patients who selected "I haven’t needed support" or "I don’t know" have been
excluded.

Overall experience
* Overall, how would you describe your experience of your GP practice? Asked of all patients



"Your GP practice services' PPG Website Survey Data - (30 Oct - 07 Apr, 2025)

Practice Local area
Question 1
Generally, how easy or difficult s it to contact your GP practice Generally, how easy or difficult s it to contact your GP practice
onthe phone? on the phone? (%)

“Veryeasy wFairyeasy = Nefther casy nor ifficult  a Fairy ifficult = Very difficult

“Veryeasy wFairy easy = Nefther casy nor ifficlt = Fairy ifficult = Very difficult

Question 2
Generally, how easy or difficult s it to contact your GP practice

Generally, how easy or difficult s it to contact your GP practice
using their website? (%)

using their website?

V

“Veryessy wFairlyeasy Nekther easy nor dffcult w Faily difficut = Very diffcult “Veryessy wFairlyeasy Nekther easy nor difficult  w Faily difficut = Very diffcult

Question 3
How satisfied are you with the general practice appointment
times that are available to you? (%)

<

wFaify casy = Neither easynor difficult w Faily difficult = Very diffcut

Generally, how easy or difficult s it to contact your GP practice
using the NHS App?

=

*Veryeasy wFairy casy  Nelthereasy nor diffcult w Farly difficult » Very diffcut *Veryessy

Question 4
Overall, how helpful do you find the reception and administrative
eam at your GP practice? (%)

o\

Overall, how helpful do you find the reception and administrative
team at your GP practice?

«Very Helpful w Fairy Helpful = Notvery helpful ot atal helpful «Very Helpful  Fairy Helpful = Notvery helpful ot atal helpful

Questions
How often do you get to see or speak to your preferred
healthcare professional when you ask to? Asked of all patients
who have a healthcare professional they prefer to see or speak
to. Patients who selected "l haven't tried" have been excluded
(%)

How often do you get to see or speak to your preferred
healthcare professional when you ask to? Asked of al patients
who have a healthcare professional they prefer to see or speak
to. Patients who selected "I haven't tried” have been excluded?

< 4%

« Sometimes =

= Sometimes .

Notes:

legend. For ease of comparison fonal survey, further
i

Inthe
“satisfactory’

with ‘satisfactory’ combined. The aggreg

for local & national

Generally, how easy or difficult s it to contact your GP practice
on the phone? (%)

“Veryeasy wFairyeasy = Nefther casy nor ifficult  m Fairly difficult = Very dificult

Generally, how easy or difficult s it to contact your GP practice
using their website? (%)

*Veryeasy wFairy asy = Neithercasy nor difficult  w iy difficult s Very ificult

How satisfied are you with the general practice appointment
times that are available to you? (%)

vy

*Veryeasy wFairy easy = Neithercasy nor difficult  w iy difficult s Very ificult

Overall, how helpful do you find the reception and administrative
team at your GP practice? (%)

N

= Very Helpful = Fairy Helpful = Notvery helpful = Not atal helpful

How often do you get to see or speak to your preferred
healthcare professional when you ask to? Asked of all patients
who have a healthcare professional they prefer to see or speak
to. Patients who selected "I haven't tried" have been excluded

(%)

“

= Always o almostalways = Alotof thetime = Sometimes = Never or amost never



*Your last contact' PPG Website Survey Data - (30 Oct - 07 Apr, 2025)

Practice
Question 1

once you 6P practice, did you
dealing with your request would be? Asked of patients who have tried to
being registered, except
ot answered

v No

Question 2

How so0n after you contacted your GP practice did you know what the next
step would be? Asked of patients ho knew what the next step n dealing
with their request would be. Patients who selected "I can't remember” have

xcluded,

dan

“Thereandthen  aLateronthe sameday  «Thenextday = After two or more days

Question 3

Overall, how would you describe your experience of contacting your GP
practice on this occasion? Asked of patients who have tried to contact thelr
GP practice since being registered

&

“Verygood wFairygood = Neithercasynor dficult Faity poor = Very poor

Notes:

Local area

Once you had contacted your GP practice, did you know what the next tep in
dealng with your request would be? Asked of patents who have tried to
registered, except
ot answered (%)

“ves <o

How soon after you contacted your GP practice did you know what the next
step would be? Asked of patients who knew what the next step in deaiing
with their request would be. Patents who selected "l can' remember” hay
been excluded (%)

Thereandthen  aLateronthe sameday  «Thenextday After two or more days

Overal, how would you descrbe your experience of contacting your GP
Asked of patients who
6P practice since being registered (%)

[

“Verygood  Farygood Neithereasynor dficult = Fay poor » Very poor

d. For is i i & national

with ing 'satisfactory’ combined. pe

National

Once you had contacted your GP practice, did you know wha the next step in
dealng with your request would be? Asked of patients who have tried to
registered, except
ot answered (%)

“ves o

How soon after you contacted your GP practice did you know what the next
step would be? Asked of ptients who knew what the next step in deaiing
with their request would be. Patents who selected " can' remember” hal
been excluded (%)

N

«Thereand then “Thenextday  +

Overal, how would you describe your experience of contacting your GP
Asked of patients who
GP practice since being registered (%)

A

“Verygood  wFaicygood = Neithereasynor ificult = Faifypoor = Very paor



Your PPG ( Apr, 2025)

Practice Local area National
Question 1
. h . h P e
or selected | didn'tneed  choice”or " can'tremember” have been excluded or
) o
« Achoie of e ey = Achoie ofime ooy = A choicof tme o day
s o ofere thesechoces =1t oferd thesechces = s o ffered thse choices
= Achoie ofocation o see 3 healthareprfesioralnprson] = Achoie oflacation asee 3 hesthcareprfessionsl nprson) = Achoice f oction o see s esthcare prfessionanperson)
Question2
selected dic'tneed a chaice" or I can'tremember” have been excuded selected " didn'tneed s choice"or | can'tremember” have been excuded selected dic'tneed a chaice" or "l can'tremember” have been excuded
) &)
n B
= Achoie ofocation (o see 3 healthareprfesioralnprson] = Achoie ofocation o see 3 healthareprfesioralnprson] = A choic of action o s6e  hesthcare prfessoninperson)
= 1was ot oferd thesechces =1t oferd hesechces = st o ffered thse choices
« Achoie of e ey = Achoie of e ey = Achoiceof tme o oy
Question3
practice. Ptients whoselcted " don't know" have been excluded 1 don't ko
*twasshoutght o0k 00 ong ltwassbout it ttoktoo o, = wasaboutight#ttocktoolong
Question 4
orit registered with current GP practce Patients whoselected 'l don'tknow or it regsterecwithcurrent GPpractce. Ptients whoselected " don'tknow or it
didntapply”havebeen excude dic'tapply” have been excude: dic'tapply” have been excude:
“Verygood  wFaryaood  wNeithergood nor poor + Falfypoor Very oor “Verygood  aFaitvgood s Neithergood nor poor Falrypoor  +Very oor “Verygood  wFaryaood  =Neithergoodnor poor = Falrypoor = Very poor
Questions
treating youwith care and concern? Asked of patientswhohad an reating yourwith care and oncern? Asked of patients who hadan resting you withcare and concern? Asked of patient who had an
h s b e
Selected” don'tknowor t 't apply” selected "l don'tknowor it didn'tapply" selected "l don'tknowor it didn'tapply”
“Verygood faygosd = Nethergood o poor < Faiypoor = Very par “Verygood aFarygood sNeithrgood norpoor = Fadypoor = Very poor “Verygood sFarygood  =Nethergoodnor poor <y poar = Very poor
Question 6
consideringyour mentalwelloing? Asked of patients who had an considering your mentalwelloing? Asked of atients who had an considering your mentalwellbing? Askedof patients who had an
. h e s
selected" don'tknowor it id'tapply’ selected "l don'tknowor it didn'tapply” selected " don'tknowar it dicn'tapply”
“Verygood  Faitygood = Nethergood o poor = Fayponr =y por “Verygood  wFaygond s Neithrgood nor poor = Fary poar = Very oor “Verygood «Faygond  =Neithrgood o poor = Fairypoor = Very oor
Question 7
registered with current GP practce Patients whoselected 'l don'tknow or it registered with current GP practce atients whoselected 'l don'tknow ot
did'tapply”havebeen exclud dictapply* havebeen exclud dic'tapply* havebeen exclud
= Vesdefintely = Ve, tosome extent = No, ot atll e, definkely +Yes tosama extent  «No,ntstll Vesdefintely 8 Ve, tosome extent +No, ot atall
Question8
eGP,
2Pl have been excluded pply”have been excluded (%) pply”have been excluded (%)
Ve, deintely  a Ve, tosome extent  +No,notatall e definkely +Yes tosama excent  «No,ntstl Ve, defintely =Y, tosome excent  « o, atall
Question9
selected " can't rememberorit d selected " can'trememberor it did selected " can'trememberor it did
Ve, defintaly  a Ve, tosome extent  +No,notatall Ve definkely #Yes tosama excent =No,ntstll Ve, defintely =Y, tosome excent = o, atall
Question 10
P currentGP practice atients who seected | dortknow have been currentGP pracice Patients who slected | ot know” have been
excuded excluded (%) exluded (%)
Ve, deintaly  w Ve, tosome extent +No,notatall e definiely »Yes tosome extent =No,not st e definkely +Yes tosame excent  «No,ntst il
Notes:

V' combined.



"Your health' PPG Website Survey Data - (30 Oct - 07 Apr, 2025)

Practice
Question 1

In the last 12 months, have you had enough support from local services or
organisations to help you manage your conditions or iinesses? Asked of all
patients with a long-term condition or illness. Patients who selected "l haven't

vl do

needed support” o

= Yes, definitely Ve, to some extent = No

their presented in chart format.
™ g, .

responses denoting satisfactory' combined. The aggregate percentage of ‘satisfactory' res

ponses is displayed.

Local area

In the last 12 months, have you had enough support from local services or
organisations to help you manage your conditions o illnesses? Asked of all
patients with a long-term condition o illness. Patients who selected "I haven't
needed support” or 'l do

= Yes,definitely = Yes, to some extent = No

For ease of comparison to the national survey, further chart series are presented for local & national

National

In the last 12 months, have you had enough support from local services or
organisations to help you manage your conditions o illnesses? Asked of ll
patients with a long-term condition o illness. Patients who selected "I haven't
needed support” or 'l do

= Yes, definitely = Yes,to some extent = No



"Overall experience' PPG Website Survey Data - (30 Oct - 07 Apr, 2025)

Practice
Question 1

Overall, how would you describe your experience of your GP practice? Asked

of all patients

aVerygood  wFairlygood = Neither good nor poor  * Fairly poor = Very poor
Notes:
The sur their presented in chart format.
(i i ™ detail stion and i

responses denoting 's:

factory' combined. The aggregate percentage of ‘satisfactory’ resf

Local area

Overall, how would you describe your experience of your GP practice? Asked
of all patients (%)

S\
.

®Verygood  Fairlygood = Neither good nor poor « Farly poor * Very poor

For ease of comparison to the national survey, further chart series are presented for local & national with

National

Overall, how would you describe your experience of your GP practice? Asked
of all patients (%)

Al

=Verygood  wFarlygood = Neither good nor poor = Fairly poor = Very poor



' PPG.

1 Generally, how easy or difficult s it to contact your GP practice on the phone?

25 Very easy
18 Fairly easy

8 Neither easy nor difficult
11 Fairy difficuit
14 Very difficult

3 Ihaven't tried

1 Blank

80

Apr, 2025)

2 Generally, how easy or difficult practice

32 Very easy

14 Fairly easy
6 Neither easy nor difficult
2 Fairly difficult

13 Very difficult

12 1 haven't tried
1 Blank

80

3 Generally, how easy or difficult is it to contact your GP practice using the NHS App?

4 Overall, how helpful

20 Very easy
11 Fairly easy
6 Neither easy nor difficult
3 Fairly difficult
14 Very difficult
24 1 haven't tried
Blank
80

v

40 Very Helpful
13 Fairy Helpful

13 Not very helpful
11 Not at all helpful
3 1 don't know

80

team

v

tosee or speak to

23 Always or almost always
20 Alot of the time
17 Sometimes
12 Never or almost never
7 lhaven't tried
1 Blank
80

when you ask to?

Practice

37

n

2

Very easy

Fairly easy

Neither easy nor di
Fairly difficult
Very difficult
Ihaven't tried

Very easy

Fairly easy

Neither easy nor di
Fairly difficult
Very difficult
Ihaven't tried

Very easy

Fairly easy

Neither easy nor di
Fairly difficult
Very difficult
Ihaven't tried

Very Helpful
Fairy Helpful
Not very helpful
Not at all helpful
| don't know

Always or almost always
Alotof the i
Sometimes

Never or almost never
Ihaven't tried

Local

National



Apr, 2025)

Practice
1 0nce you 3
%
49 ves a 6
10 N0 10 3 Yes
171 was old to contact my practice again another day, 2 they couldr't help that day v 2 No
3 I couldn't contact my practice her day,
1 Blank
80 7
2 How soon Asked of the been excluded
37 There and then B E There and then
14 Later on the same day. il Bl Later on the same day
5 The next day s 7 The next day.
14 After two or more days 1 2 After two or more days
1 Blank
n o
3 Overal, Asked of o
37 Very good el 6 Very good
21 Fairly good 21 % Fairly good
4 Neither easy nor diffcult 4 s Neither easy nor difficut
5 Faitly poor 5 6 Fairly poor
13 Very poor 13 16 Very poor
80 £

National



“Your | PG Apr, 2025)
Practice
1 Asked of registered o " “or'l
%
28 A choice of time or day 23 2 A choice of time or day
31 1 was not offered these choices. 31 a7 | was not offered these choices
7 Achoice of location (to see a healthcare professional in person) 7 1 A choice of location (to see a healthcare professional in person]
9 I didn't need a choice
5 I can't remember
80 66
2 Asked of registered o torl
7 Achoice of location (to see a healthare professional in person) 7 1 A choice of location (to see a healthcare professional in person]
31 1 was not offered these choices. 31 a7 | was not offered these choices
28 A choice of time or day 23 2 A choice of time or day
9 I didn't need a choice
5 I can't remember
80 66
3 PP Asked of registered o "l don'tknow”
37 It was about right 37 63 It was about right
22 It took toolong. 2 37 It took too long
7 1 don't know
2 Blank
68 59
4 During Asked of P I don't know o it didrt apply” have been excluded
57 Very good 57 7 Very good
13 Fairly good 13 15 Fairly good
2 Neither good nor poor 2 3 Neither good nor poor.
2 Fairly poor 2 3 Fairly poor
6 Very poor 6 8 Very poor
80 80
5 During your Asked of p practice. I don't know o it didt apply” have been excluded
56 Very good 56 70 Very good
13 Fairly good 13 15 Fairly good
4 Neither good nor poor 4 B Neither good nor poor.
2 Fairly poor 2 3 Fairly poor
5 Very poor B 6 Very poor
80 80
6 During your Asked o g ppl been excluded
50 Very good 50 69 Very good
9 Fairly good 9 13 Fairly good
6 Neither good nor poor 6 8 Neither good nor poor
2 Fairly poor 2 3 Fairly poor
5 Very poor B 7 Very poor
7 1 don't know or it idn't apply
1 Blank
”
80
7 Did you feel that the healthcare professional had all the information they needed about you? Asked of or "I don't know P
58 Yes, definitely 58 78 Yes, definitely.
9 Yes, to some extent 9 12 Yes, to some extent
7 No, notatall 7 9 No, ot at al
5 1 don't know or it didn't apply.
1 Blank
7
80
8 Didyou d poke to? Asked practice. "I don't know ol
50 Yes, definitely 50 68 Yes, definitely.
17 Yes, to some extent 17 2 Yes, to some extent
7 No, not atall 7 9 No, ot at al
5 1 don't know or it didn't apply
1 Blank
80 7
] were you are Asked g reei P or it didn't apply”
47 Yes, definitely. 47 63 Yes, definitely.
18 Yes, to some extent 18 2 Yes, to some extent
10 No, not at all 10 13 No,not at al
3 Ican't remember o it didn't apply
2 Blank
80 7
10 Thinking about the met? Asked an 5 “I don't know"
50 Yes, definitely 50 68 Yes, definitely.
15 Yes, to some extent 15 20 Yes, to some extent
9 No, notatall il 12 No, ot at al
4 1 don't know
2 Blank
80 7

Local

s9

56
27

55

n

52

2

National

51

19

57
35

2



"Your health’ PPG Webs:

1 In the last 12 months, have you

Survey Data - (30 Oct - 07 Apr, 2025)

or linesses? Asked of al patients with

32 Yes, definitely

17 Yes, to some extent

12 No

12 1 haven't needed support
5 I don't know

2 Blanks

80

Practice
iliness “I haven't
%
2 52 Yes, definitely.
17 2 Yes, to some extent
Pt} 20 No

" or I don't know"

Local

2

36

National

Y

32



"Overall experience' PPG Website Survey Data - (30 Oct - 07 Apr, 2025)

1 Overall,

describe

43 Very good

12 Fairly good

15 Neither good nor poor
4 Fairly poor

5 Very poor

1 Blanks

80

Asked of all patients

Practice
%

a3 54

2 15

15 19

4 B

s 6

Very good

Fairly good

Neither good nor poor.
Fairly poor

Very poor

Local

37

15

National



